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FOREWORD 

The Army Research Institute (ARI} is currently conducting res e arch d esigned 
to enhance the quality o f the Army's r~cruiting force . One vehicle for enhancing 
the performance of the r e cruiting force is impro ved training in sales stra t egi e s 
and skills. This report describes basic work on th de velopment of an expe rt 
modeling system of the skills and strategies used by excellent Army recruite r s . 

Neurolinguistic programming (NLP} was used as the protocol for modeling 
performance and acquiring information. Since our work on this project was 
completed, the Natio nal Academy of Science has issued a report on enhancing 
human performance. While this report says that "NLP provides a convenie nt, 
existing way of modeling," the r e port goes on to caution against the use of NLP 
for "constructing expert modeling systems for specific training progams ••• 
only if a program evaluation is incorporated into the imp lementation." I n this 
effort, NLP was used only as a mode ling protocol to organize the gathe ring o f 
information. Program evaluation will be included in any subsequent use of this 
knowledge base for specific training programs. 

This report summarizes r e s earch on the ide ntification of communication 
s trategies and skills. While these patterns have been ide ntified in a manne r 
that provide s the basic framework f rom which lesson plans may be developed, the 
author cautions in accord with the NAS r e port that they should not be used in 
this way without an evalua tion of effectiveness. 

This work was done in the Manpower and Personnel Policy Research Group, 
Manpower and Personnel Research Laboratory, under its mission to conduct re
s e arch to improve the Army' s capability to effectively and efficiently r ecruit 
its personne l. This wor k was unde rtake n in accordance with the Memorandum o f 
Understanding Between the u.s. Army Research Institute and the u.s. Army Re 
cruiting Command (USAREC), signed October 1984, subject : ARI/USAREC Resea r ch 
and Deve lopment Program. Results of this e ffort we r e briefed to the Chief of 
the Training Division, USAREC, ~on 17 November 1986. 

~ 
EDGAR M. JOHN ON 
Te chnical Director 
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SALES TRAINING FOR ARMY RECRUITER SUCCESS: SUPPLEMENTARY INFORMATION ON
MODELING THE SALES STRATEGIES AND SKILLS OF EXCELLENT RECRUITERS

EXECUTIVE SUMMARY

Requirement:

To enhance the effectiveness of U.S. Army recruiters by developing the
information base from which to generate more effective sales training programs.

Procedure:

A linguistic modeling procedure was used to identify the communication
strategies and skills used by excellent recruiters. Recruiters were interviewed
and observed in their field environment. Transcripts of interviews were analyzed
f or communication skill components as well as communication strategies. Primary
sales skills and strategies were derived from these patterns.

Findings:

This paper provided blueprints of the communication strategies and skills
used by excellent U.S. Army recruiters. The strategies represent a synthesis
of over 425 beliefs and 700 rules covering 25 different points along the sales
cycle continuum. Primary sales skills were derived from the 150 communication
operators linguistically identified in the speech patterns of excellent recruiters
for each of the steps in the sales cycle.

Utilization of Findings:

Currently, the Army Recruiting Course and major private-sector sales
training programs teach strategies almost to the exclusion of skills. This
study complements the existing sales traiming program by providing explicit
blueprints for the structure of sales communication skills. In addition, it
refines existing sales strategy by identifying the strategies used by the best
recruiters.

Another utility for the Army is in refinements of a new research tool,
albeit experimental, for the elicitation and analysis of high-quality informa-
tion from a single expert. As such, it complements current job analysis method-
ologies that require groups of people to produce useful information. In this

vein, the modeling approach used here falls into the class of tools known col-
lectively as knowledge engineering.
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SALES TRAINING FOR ARMY RECRUITER SUCCESS:
SUPPLEMENTARY INFORMATION ON MODELING THE SALES STRATEGIES

AND SKILLS OF EXCELLENT RECRUITERS

INTRODUCTION

Background

The U.S. Army is constantly working to upgrade the overall
quality of enlisted personnel, and thus, the quality of the Army as
a whole. No more important method for getting high quality people
exists than an effective recruiting program. The U.S. Army recruiter,
theref ore, is the first, and perhaps most important, step in con-
trolling the quality of the Army. To this end, the Army continually
upgrades the training of the recruiter and the procedures to make
him effective.

A significant part of this training is in basic sales techniques.
The knowledge and skills of the salesman are crucial for the recruiter.
He must sell himself first, the concept of military service in general,
and the Army in particular before the prospective new recruit (the
prospect) will be interested in joining the Army. In addition to that,
he must find out the specific qualifications, personal qualities, needs,
interests, and goals of the prospective recruit. He must also convince
him that the Army is the best way for him to meet his needs, satisfy his
interests, and achieve his goals. once he has effectively done that,
and the prospect has agreed to join the Army, the recruiter must actually
begin his initial preparation for service in the Army.

Both the Army and others who have studied recruiters have
determined a number of skills the recruiter must possess. He must,
himself, be a very high quality soldier, and an excellent representa-
tive of the Army, in whatever community or situation he finds himself.
He must be self motivated, as all good salesmen must be. He must show
caring and concern for the well-being and personal needs of each
person he comes in contact with. Finally, he must be persuasive
in his communication with all those he deals with in his recruiting
endeavors.

The sales training now provided for recruiters covers all of
these points to a great extent. It probably does so as well as
most, if not all, sales training programs available in the private
sector, or in any of the other branches of service. No sales
training program, however, is geared specifically toward the actual
language patterns used to accomplish each of the tasks a salesman,
or recruiter must perform. In essence, the training programs do
well at teaching the salesman what he has to do, but they fall
short in teaching him how, at least at the most basic level, in many
areas. The technology to develop such a microscopic program is only



now emerging. It has never before been applied directly to the skills
of the salesman.

It was felt that an exploratory study of extremely successful
U.S. Army recruicers might reveal certain effective, possibly unique,
language patterns that occur in their behavior while they are selling
the Army to a prospect. Further, it was thought that the use of these
special language patterns may be the distinguishing factor, or at least
a distinguishing factor, between these successful recruiters and other,
less successful recruiters.

The Manpower and Personnel Research Laboratory, U.S. Army Research
Institute, identified and conducted interviews of nine exceptionally
competent U.S. Army recruiters. It was felt that discovering and de-
lineating the communication styles and patterns used by these especially
skilled individuals could provide the basis for the design of a training
program to aid other recruiters in becoming more effective. Increasing
recruiting effectiveness would be the major goal of this project.

The current report is the fourth in a series of reports, "Sales
Training for Army Recruiter Success (STARS)," that explore whether the
Army Recruiting Course (ARC) can be enhanced through focused instruction
on communication skills.

While the first report, Technical Report 779, Sales Strategies
and Skills Used by Excellent U.S. Army Recruiters, provides the technical
overview and details, and the second report, Research Product 87-37,
Interviews with Excellent Recruiters, contains the edited transcripts of
the interviews with recruiters, the third report contains the most useful
information for application to recruiter sales training development. The
classification and analysis worksheets developed to systematize the knowl-
edge obtained from the recruiters are contained in that report.

This, the fourth report in this series, parallels the third report
in content, but was produced by the author as a separate modeler from the
author of the first three reports. The purpose of this report was to
explore an alternative approach to organizing the coded data. Specifically,
the modeler for the first three reports used procedures to identify generic
communication skills across the sales cycles. This report identifies com-
munication skills within each sales cycle. Both approaches yielded
similar communication skills; however, it is not clear which approach will
be easier to translate into a training program.

Overview of this Report

The remainder of this report is organized as follows. The next
section, the Literature Review, is a brief overview of some of the rele-
vant literature and other information sources sought before and during
this study. It includes (a) relevant research on U.S. Army recruiting,
(b) USAREC materials, including regulations and training programs, for
recruiting, (c) books and training programs on sales effectiveness and
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training, and (d) relevant literature on linguistic analysis of verbal

behavior.

The Method sectLion is limited to a description of the different

approach used here in discovering and describing the language patterns and
skills found within each step in the sales cycle. This is a complement to

the skills discovered across all of the sales cycle steps and described in

Research Product 87-38, Modeling the Sales Strategies and Skills of Exel-

lent Recruiters. That report also contains a thorough description of the

methods used in gathering and analyzing the data in this study, so this

material will not be repeated here.

The Results section provides (a) a detailed descr~ption of the

patterns found in each of the sections of the sales cycle, (b) how they
are logically used to achieve the desired results, and Cc) examples of

each,



LITERATURE REVIEW

Research on U. S. Army recruiting

From 1981 to 1983, Westat, Inc., under contract to ARI,
conducted a study designed to find the specific training needs of
U. S. Army recruiters (Romanczuk, 1985). The Westat report made
a number of recommendations regarding training the Army
recruiter. It incorporated then state-of-the-art research
techniques and training techniques into these recommendations.
Most of these, however, were aimed at who should be taught, how
much and how often they should be taught, and what teaching
techniques should be employed. Most of the sales technique
referred to is derived from the Lee Du~ois sales trainings, which
were already widely employed in recruiting at the time of their
study. This report did, however, stress the need for both verbal
and non-verbal techniques of salesmanship to be taught in
recruiter training, as well as the need for continued
reinforcement of training, and advanced training, especially for
Recruiter Trainers (RTs).

Sales training

USAREC Materials

A variety of current training materials were supplied to
the contractor, by ARI, for review (Advanced Sales Communication
Workshop, 1984; United States Army Recruiter Salesmanship, 1986;
Soldier's Manual, Skill Levels 2/3/4/5 and Trainer's Guide,
1985). The first, Advanced Sales Communication Workshop, is
a very thorough and organized program for training the recruiter
in a number of skills. It uses a wide variety of approaches
including visual aids, role-play, and other skill building
exercises. It does not, however, approach language skills on the
level of individual patterns. It does provide sentences and
phrases that can be used in response to prospect's
verbalizations, but without much rationale for how theme
responses work, or how to construct responses ii, a more generic
way. Much of the sales doctrine within this program is derived
from the Lee Du~ois sales courses mentioned above.

All of the other publications provided contain brief
summaries or variations on this same kind of training. Sales
scripts are employed in each to give the recruiter examples of

4



how to respond to certain verbalizations of the prospect, in some
situations. Again, they lack a mechanism for the recruiter to
learn specific language skills that will allow him to generate
his own responses, based on why and how verbal language actually
functions.

Books

A number of recent books on sales skills were briefly
reviewed to find unique approaches or special language skills
(Anderson, 1981; Boyan, 1983; Brownstone and Franck, 1983;
Brownstone, 1979; Cummings, 1979; Kassimino, 1981, Miller,
Heiman, and Tuleja, 1985, Seltz, 1982, Sheehan and O'Toole, 1985,
Sheehan, 1981; Shipp, 1980, Torquato, 1983, Stern and Zemke,
1981; Villere and Duet, 1980). None of those surveyed provided a
great deal more, or even substantially different, from the ones
cited above. All contain useful selling tools but not,
generally, the skills to understand, construct, and use specific
language patterns effectively. one exception to this rule on
language patterns (Buskirk, 1982) provided a few higher level
language patterns and some very brief instruction about how to
use and construct these.

Linguistic Analysis

Ericsson and Simon (1984) thoroughly reviewed all the
available research up to early 1982 on the analysis of linguistic
protocols. The vast majority of this work was based on studies
of very specific, limited tasks, and many of them were over fifty
years old. Even the latest research they cite is based on
extremely simple tasks, such as solving a puzzle that requires
only a few minutes and no more than about ten steps. There seems
to be no coherency between these studies and none involve a
comprehensive model, or even a very specific method, for
analyzing the verbal behavior of the subjects in the studies. No
information useful, or even relevant to, analyzing tasks as
complex as recruiting was found in this research. The research
referred to in Ericsson and Simon seems to relate to a totally
different kind of analysis, on a much lower level of
sophistication, than the current study on Army recruiters.

Useful information was found in the emerg~ng field of
Neuro-Linguistics, however. A number of works, and experts in
the field, were consulted to find relevant methods for
approaching the task of analyzing the verbal behavior of
successful Army recruiters.

one level of analysis found to be useful is how predicate
operators are used. Some research has suggested that people

5



break down their experience by sensory mode. In certain
situations, people may favor one mode over another (Sandler and
Grinder. 1975; Dilts, et. &1., 1980; Jacobson, 1983). in other
words, it is possible that an individual recruiter may choose
certain predicates based on sensory mode. These are referred to
as experience modifiers in this study. The recruiter could even
break these down to a smaller level of analysis: the level of
form of content. For example, a recruiter may discuss his
techniques for some part of his presentation purely in terms of
what he sees: visual modifiers. This may indicate that he is
primarily aware of what non-verbal information and signals he
sees in the behavior of the prospect he is talking with. At
another point in his males presentation, this same recruiter may
switch to a description of the voice tone and choice of words he
hears in the potential prospect's voice. This would indicate
that he is primarily aware of sounds at this point: auditory
modifiers. Feelings could be described using kinesthetic
modifiers. These can be used extremely specifically. For
example, in the above mention of voice tones, the recruiter may
be listening, even more specifically, for changes in voice pitch
or resonance. This is sensible because these changes can be
reliable indicators of stress or emotional strain -- things to be
carefully attended to during a sales presentation. This kind of
information can be discerned from tapes or tape transcripts by
the well trained observer. This represents the most basic
hierarchical level of analysis in the current state of
communnication theory (Jacobson, 1986; Gordon, 1978; Sandler,
1985).

On a higher level of analysis, the order in which these
experience modifiers occur in spoken language can be highly
useful in determining the relevant strategies underlying the
behavior under discussion. These again can be discerned from
tapes and transcripts. Say, for example, that during some phase
of his presentation to a potential prospect, the recruiter
describes the order in which he gathers information about the
prospect. He may first notice non-verbal cues, visually. He may
then listen for voice tone changes for a few moments. Finally
he may check his own mental images of how he might best approach
the prospect so as not to alarm or annoy him. This sequence of
first watching, then listening, then internally visualizing may
be an important sequence in making this recruiter particularly
effective (Dilts, 1980). By the same token, it may be an
entirely different sequence than he uses during other phases of
the sales process. Specific behavior patterns cf this kind, if
deemed effective, can later be included in training program
design, and then taught to others (ibid).

Meta-sort analysis is another level of examination that
could be useful in a communication pattern study (Bailey, 1984).
This is the level most closely related to beliefs, attitudes,
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decision making, and other more generalized behavior patterns
(Robbins, 1986). Essentially, there appear to be a number of
principles that people use to organize their thinking and
approaches in dealing with other people. For example, some
people trust what others tell them more than they trust their own
judgments. It may be that characteristic sorting patterns are
shared by successful U. S. Army recruiters. Again, some of this
information is available, to the trained observer, in audio tapes
and transcripts of interviews. Also of note, it is possible that
these excellent recruiters have specific strategies for
discerning the sorting patterns of the potential prospects they
deal with. This information may also be available from careful
study of transcripts (ibid).

Another possibly useful area of analysis, derived from
the literature on Neuro-Linguistics, is the questioning and
information gathering techniques used by the recruiters at
certain times during their sales presentation. One system of
questioning techniques to examine would include patterns
described by Sandler and Grinder (Sandler and Grinder, 1975a).
This systematic use of questioning techniques is designed to
insure clarity of intent in communication between two people, and
is loosely derived from the transformational grammar of Chomsky
(1957) and from the principals of general semantics derived from
Korzybski (1933). For example, the potential prospect may say
something to the recruiter that is in some way judged by the
recruiter to be ambiguous. The recruiter could, in response, ask
a clarifying question in order to make sure that he understands
what the prospect has said. This special set of questioning
techniques is a useful and convenient system for categorizing
these types of clarifying questions (McMaster and Grinder, 1980;
Laborde, 1985). These patterns are referred to in this study as
information removers, information qualifiers, and information
conc luders.

Another, broader form of these same patterns has also
been identified by Sandier and Grinder (Sandler and Grinder,
1975b; Grinder, et. al., 1977; Grinder and Sandler, 1981). This
model includes all of the questioning techniques discussed above,
plus some others. But In this model these patterns are used to
provide information in an especially persuasive way. one form of
these patterns involves matching, or pacing, the verbal behavior
of another person. This has been found to greatly enhance the
comfort of the other person, their level of trust for the parson
speaking, and ultimately, the rapport between the two (Goleman,
1977, 1979). These patterns have also been identified to be the
same ones used by effective sales professionals during their
presentations (Haley, 19821 Mie, 1982).

Another useful set of verbal patterns are the Socratic
method based questions and responses developed by Dilts (1983).

7



These are referred to in this study as perspective changers. They are a
set of language patterns used to alter the meaning of a person's verbal
communication by changing the framework or context of the statement in-
volved. They are easily found in transcripts and have been shown to be
quite common and useful in sales situations (Dilts, personal communication).

Closely related are the patterns of plausible inference of Polya
(1968). These show the inherent logic and plausibility of a set of state-
ments as one leads to the next. How the patterns are followed, or not,
can be found in the language, and therefore transcripts of taped interviews,
of effective communicators. Some of the contingency patterns in this
study resemble Polya patterns. Both the Dilts and Polya patterns may show
some logical and abstract reasoning capabilities, and how communicators
use these to influence others.

Each of the above examination methods derived from Neuro-
Linguistics seems useful in that they can be applied to a wide variety of
language uses within the individual recruiter's sales presentation. They
are also workable in the current study because the individual patterns
seem to be able to be detected in transcripts of taped interviews. This
seems to be a comprehensive way to combine the sales and communication
frameworks with the actual verbal techniques used to achieve specific
outcomes.

Analysis of Overall Communication Patterns

For a thorough discussion of the linguistic codes used in this
study, see Technical Report 779, Sales Strategies and Skills Used by Ex-
cellent U.S. Army Recruiters. That report also contains a complete
description of the methodology used to gather information from these
excellent recruiters, as well as how the data flow was constructed and
analyzed. The following discussion will describe approaches to data
analysis unique to this identification of communication skills within
each sales cycle as opposed to the identification of communication skills
across the sales cycle contained in Research Product 87-38, Modeling the
Sales Strategies and Skills of Excellent Recruiters. Completed Protocol
Coding Worksheets (PCWs) and Log Sheets referred to are contained in
Appendix A. The Primary Communication Skill Reports (PCSRs) are in
Appendix B. The table oil the following page contains all of the com-
munication pattern codes used in this study. It is taken directly from
Technical Report 779, Sales Strategies and Skills Used by Excellent U.S.
Army Recruiters, and should be used as a guide to the Findings and
Analysis section of this report.
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The steps in reducing the information on the PCWs to the
final PCSRs were based largely on the data itself. In this case,
each PCSR was developed slightly differently than the others.
Each followed the same basic progression however:

1. A series of interim sheets were used to collect the
patterns, rules, and beliefs of each individual
recruiter, if there were enough relevant patterns to
be useful in each case.

2. From this information, a sample blueprint was
developed for each of the interim sheets.

3. A set of notes and lists were developed from these
sheets. These lists included: Ca) the overall tasks
the recruiter is faced with at this step in the sales
cycle; (b) likely categories of skills a recruiter
would use; (b) ways of using these skills.

4. All the patterns from the interim sheets were
compiled and, based on examples taken directly from
the transcripts, matched to the relevant task the
recruiter was trying to accomplish by using that
pattern.

5. These matched tasks and patterns were summarized and
compiled in order of their occurrence in the
recruiters' behavior, related to the overall task(s) of
that sales cycle step, and written as the final blueprint
section of the PCSP. The remainder of the sheet was
built based on the developed blueprint section.

The exceptions to these basic steps were generally added
steps directly related to the complexity of the task(s) the
recruiter would face at each step in the sales cycle. For
example, in prospecting, lists of possible categories of
prospects and ways of going about finding those prospects were
developed to aid in the organization of the approach to the data.

In rapport, it seemed logical to expand the scope of the
analysis beyond that of a simple step in the sales cycle. There
were three major times in the sales cycle when rapport seems most
crucial to the recruiter: (a) when prospecting; (b) during the
initial appointment; and (c) any time already established rapport
has been damaged or threatened. Also, at this po~.nt, a
distinction was made between establishing rapport with prospects,
versus establishing rapport with others such as prospects' family
members or referral sources, keeping in mind the major focus on
skill, as opposed to just standard cycle information. These
became the four overall tasks that seemed to emerge regarding
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establishing rapport.

In developing the PCSRs on qualifying and needs
and interests, it was decided that the two could be conveniently
combined, since both seemed to involve the same overall task of
gathering relevant, accurate, and complete information. Again,
the skill involved was seen as more important than the sequence
in the overall sales cycle, especially since the recruiters
differed widely in their procedures and beliefs about
qualifying.

The PCSR on FEBA was somewhat more elaborate than the
ones that came before it. The lists of notes included:
(a) categories of prospects and how they could be rated on each
one; (b) the possible features the recruiter has to sell; Wc the
possible conditions, especially regarding those present, of the
sales presentation; (d) the actual tasks relative to making the
presentation (essentially presenting facts, evidence, and
benefits, and getting the prospect to agree to the accuracy and
relevance of each of these); and Ce) the actual skills the
recruiters had demonstrated to accomplish the tasks.

The development of the PCSR for handling objections

overall patterns were found. Seven basic forms or categories of
objections (there were natural groupings based on the form of the
objection and the recruiters task in handling that form), and an
initial list of possible categories of approaches (the patterns
fall within categories).

Next, some sections of the interim sheets were removed
because they clearly fell into other parts of the sales cycle,
e.g. closing, and were covered in the appropriate PCSR sheets on
those parts.

Then, final categories were developed based on how the
patterns seemed to relate to one another. For example some
categories were clearly different versions of the samte basic
maneuver by the recruiter and would fall into the same set of
skills in a later training design. These similar categories were
combined. Also, some patterns initially thought to accomplish
one thing, were later believed to accomplish something else, or
more usually, a combination of several things. in these cases
the description of the relevant category may have been changed
or added to.

The next section of this report presents the results and
analysis of the actual data itself. It is based on the blueprint
sections of the PCSR sheets and directly relates to the skills
identified at each step in the sales cycle.



FINDINGS AND ANALYSIS

Introduction

The interview and protocol analysis method used yielded a
tremendous amount of information about the procedures and patterns
used by successful U.S. Army recruiters. The vast number and various
styles of approaches used by the recruiters necessitated breaking them
into logical categories as discussed in the preceding section. This
helped to show the relationships of the patterns themselves to the
rules and beliefs held by the recruiters, showing how this was dependent
on individual recruiter style. Perhaps more important, it logically
grouped this wealth of information into teachable chunks, should a
training program be designed and implemented based on these results.
The analysis section of this report deals only with actual communica-
tion skills related to steps in the sales cycle. For an analysis of
the rules and beliefs held by these recruiters, see Research Product
87-38, Modeling the Sales Strategies and Skills of Excellent Recruiters.

The findings on procedures and language patterns are presented
in sections based on the sales cycle. Each section begins with an over-
view that describes that step in the sales cycle, the goals of that step,
the order in which the recruiter accomplishes the goals if appropriate,
and certain unique features of that step. Some of the more salient or
universal beliefs held by recruiters may be mentioned in this section.

The remainder of each section is devoted to procedures and
patterns specific to that sales cycle step. Each begins with a listing,
in procedural order, of the actual tasks the recruiter must accomplish
to complete the step. This is followed by a detailed analysis of each
of these. The analysis begins with the categories referred to earlier.
These are then reduced, through as many logical levels as were necessary
in each case, all the way down to the level of individual language
patterns. Examples are given for each basic level language pattern.
These are taken directly from the transcripts of the interviews. These

language patterns are listed here in the form of their respective codes
which appear in Table 1 on page 9. A thorough description of these,

again, can be found in Technical Report 779, Sales Strategies and Skills
Used by Excellent U.S. Army Recruiters. The table on the next page
summarizes these findings by sales cycle step and should be used, along
with Table 1, in interpreting the findings.
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Table 2

Summary Chart of Findings and Analysis

Prospecting FEBA -- Sales Presentation Handling Objections

Get referrals Prospect category determination Understand/categorize objection
a) with DEPs a) Rate prospect on: a) Fear
b) with adults Test Score Category b) Competing goals/needs
c) with other prospects Income level c) Direct competition
d) with recruits Education level d) Objections of others

Introduce/establish rapport Current work status e) Threat to rapport/trust
a) on phone Family status f) Special/emotional objections
b) canvassing Service mtatus/interest g) Ridiculous objections

introduce Army b) Decide on FEBA conditions Choose approach to objection
a) relates Army benefits Alone with prospect a) More information
b) challergea Multiple prospects h) Re ieve tension
c) creates curiosity Others present c) Future orient

Close for appointment Decide on features to present d) Motivate
Handle objections a) Army as a whole e) Direct challenge
Follow-up on appointment b) Service to country f) Clarify intentions

c) Stable future/help family g) Redirect/redefine

Qualifying d) College/education h) Negate objection
Set frame of discussion e) Job/work/income i) Raise level of analysis

a) get complete truth f) Adventure Deliver approach
b) get specific info. g) Life experience a) More information

Get prospect to cooperate Design and Present FEBA skills
a) direct challenges a) Facts b) Relieve tension

b) subtle probing b) Evidence Palpport skilJs
c) Benefits Comparisons (4 ways)

Rapport Relate products to needs Vague language (5 ways)
Rapport in prospecting Provide experience (model) c) Futurn orient
Recognize signals Convince prospect (3 ways) ,,nitive future (5 ways)

a) rules and beliefs d) Agreement tf-qitive future
b) softening techniques Psu'lposition

c) change setting Closing d) Motivate

d) chunking techniques Test prospect for rpadiness rJ('11,jq e.kl]]
Rapport with other people a) Indirect (two methods) e) )|iTrct challenge
Handle challenges/objections b) Direct Strong challenges (3 ways)

Control the pace Subtle challenges (2 ways)
Needs & Interests a) Motivate f) Clarify intentions
Set frame of discussion Stress opportunity Pna;port skills

a) get needs/interests Stress reality Clarify prospect intent
b) get buying motives Stress decision making Clarify recruiter intent
c) relate to service b) Control sense of time Clarify Army intent

Get prospect to cooperate Direct challenge g) Redirect/redefine
a) direct challenges Comparisons Reversals/Redefinitions
b) gentle probing Slowing techniques Alternative outcomes

Get close Combination techniques
a) Direct close h) Neyato objection
b) Two-choice close Counter examples
c) Conditional close "Yes-but" techniques

Prepare prospect for enlistment Double binds
a) FEBA skills i) Raise level of analysis
b) Qualifying skills Use prospects criteria

c) Motivators Make objection universal
Test effectiveness of approach
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Prospecting

overview

There are two major goals in prospecting: (a) finding
prospects and Wb making good appointments.

Finding prospects. The first goal in prospecting is
to identify categories of people who make good prospects so that
they can be sought in an organized and efficient manner. The
following categories are the major ones: (a) high school
students; Wb college students; (c) college dropouts; (d) people
out of work; (e) ex-military personnel; (f) People in very
limited jobs, or those needing a change.

Prospects are found in three major ways: (a) public
relations and advertising, (b) cold calling, and (c) referrals
Ca referral system). Those most successful in recruiting rely
heavily on a referral system they control themselves. Cold
calling and advertising are used but mostly within the framework
of feeding the referral system. In some cases the referral
system depends largely on the DEP (Delayed Entry Program)
management in the station, at home, and in the schools.

Public relations and advertising are done in a variety of
ways: Ca) mail outs (including RE.ACT Rapid Electronic
Advertising Coupon Transmission); Wb television (advertising,
news stories, and guest appearances); (c) radio (advertising,
news stories, and quest appearances); (d) civic events, fairs,
etc.; (e) booths and exhibits in shopping centers and malls,
libraries, employment offices, and other public places.

Cold calling is conducted in as many ways and areas as is
feasible within the recruiter's territory. in high schools and
colleges, the recruiter can sometimes use the ASVAB (Armed
Services Vocational Aptitude Battery) test score list as a means
to immediately identify mentally qualified students to pursue.
He can also use school annuals, or other lists of students that
may be available, to help organize his approach to students. He
may also have certain events such as career days or other
presentations he is invited to attend or conduct.

The recruiter can also use local businesses to find
prospects. He may leave cards at check out counters or on
bulletin boards. He may give these to store owners or cashiers
as well. Also, he can directly approach people working in certain
jobs. Young people employed in *dead end" jobs such as fast food
restaurants, gas stations, car washes, and other jobs with
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limited chance for advancement and high turnover rates can be
prime candidates for the astute recruiter. He may also approach
likely prospects who are customers in certain kinds of businesses
or stores such as beauty parlors, record or book stores, or other
logical places to find high school or college age people.

The recruiter can approach people in the community,
walking down the street, or in shopping centers and malls, in a
variety of ways. Many recruiters believe in, literally, stopping
everyone who walks by and asking them to either join the Army or
suggest someone who may be interested in joining. Most of the
recruiters in this study, however, have certain personal criteria
about who they should approach, and how they should do so.

Finally, recruiters can frequent certain places teenagers
go after school and on weekends such as parks, gyms, teen clubs,
beaches, and the like. They can find people playing ball or
engaged in other activities that they can join in on. Doing
this, or at least going to these places, on a regular and
frequent basis seems most effective.

Most of the recruiters in this study rely heavily on
referrals and the referral system they have created and maintain
to find prospects. To get referrals of students in high school
or college they rely on counselors and other school officials,
Delayed Entry Program members (DEP's) in the schools, and other
prospects. To get referrals from people in businesses and stores
in the community, recruiters rely on business and store owners to
give them referrals of people who work for them or are customers.
Personnel directors in large companies can also be a referral
source, especially in areas where many people are out of work and
applying for jobs to these companies. Finally, the recruiters
all rely heavily onr DEP's and newly enlisted personnel to refer
family members, brothers and sisters, friends, and other
acquaintances. The family members of these DEP's are often very
good sources for referrals. The table on the next page gives an
overview of all of these ways of finding prospects.
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Table 3

Methods for Finding Prospects

Method

Advertising
and PR: Mail outs TV/radio Events/exhibits

REACT Advertisements Fairs, civic events
Other mailing News stories Booths in malls

Interviews Libraries, employment

Other offices, etc..

Cold
Calling: HS/college Local business Street/mall/other

ASVAB list RPI, cards Stopping everyone

School annual Employees Eligible people only
Events, career Customers Possible referral sources

day, etc. Parks, gyms, clubs

Referral
System: HS/college Local business DEP/enlisted personnel

Counselors, Store owners, Family members
officials managers Friends
DEPs in school Personnel Family acquaintances
Other prospects directors Other parents

Note. This is only an overview of the locations and sources
the recruiter can use to find prospects and generate referrals.

There are certainly other possibilities unique to some areas or
recruiters, as well as other less widely used sources. See the

text for more complete information on each of the ones shown here.

Making good appointments. Making good appointments
seems to involve using the processes and skills of the entire
sales cycle from rapport through follow-up, in an abbreviated
form. Most of the procedures involve (a) rapport establishing,
(b) creating interest (needs and interests and FEBA in the sales

cycle, but rather than just finding out what the prospect is

interested in, getting him interested and curious enough to come
in for an appointment to learn about the Army), (c) closing on

the appointment, and (d) handling objections to the appointment.

Many of the recruiters follow-up after their initial contact to
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remind the prospect of the appointment, maintain rapport, and

generate further enthusiasm and motivation.

Procedures and Patterns

The recruiter has the following tasks associated with
prospecting:

1. Get referrals from as many sources as possible.

2. Introduce himself and establish rapport.

3. Introduce the concept of the Army and its possible

benefits for the prospect.

4. Close for the appointment.

5. Handle objections to the Army, service in general, or
the appointment.

6. Follow-up on the appointment.

The following is a detailed description of each of the
above tasks based on the Blueprint section of PCSR sequence #1 in
Appendix B.

Get referrals from as many sources as possible.
Maintaining rapport with referral sources is done through
constarnt contact and real interest in the referral source as a
person. All the patterns of rapport are used here (see Rapport).
Motivating the source to provide referrals is done in a variety
of ways depending on the source, including the techniques of
closing (see Closing). The recruiter invariably uses P to assume
that the referral source knows other prospects and will provide
them.

If the source is in DEP, the recruiter has many more
motivating techniques ranging from incentives such as promotion,
to using the DEP's sense of camaraderie with his friends, to
directly ordering him or her to help out. These cover the range
from softeners such as C-POST and SD, to more direct methods such

as S-CON and MO (necessity), to painting pictures using FP-CON
and many of the techniques of FEBA (see FEBA). The following
patterns are demonistrated in this section: P, FP-CON, S-CON,
C-POST, SD, and MO.

The recruiter may use C-POST and SD as softeners: "Can
you see yourself [getting promoted) ... going to be something."

More directly, the recruiter may use S-CON and MO
(necessity): "... if you do not fulfill your part of the bargain
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or your obligation on that contract, we're going to discharge
you." Or: "You gotta know someone who is interested ... "

A powerful motivator is always P combined with FP-CON:
"... we're going to get you promoted ... you're going to be an

honor grad, you're going to be an honor grad, I can see it
already."

With adults such as parents or school counselors, the
recruiter will generally assume more the role of a peer,
stressing that he and those he is talking with have the same goal
of bettering the lives of the young people. He will use
softeners such as AWARE, A-OUT, and IN to stress the outcome of
the referral. He will also use humor and cite mutual experiences
to convince the referral source of the value of the military.
The following patterns are demonstrated in this section: P,
A-OUT, IN, and AWARE.

Using AWARE as a quick introduction of the Army and its
benefits: "Ma'am, are you familiar with the Army's college fund
of 25,200 ... "

The recruiter can use A-OUT, IN, and P in a humorous way
to convince a school counselor that as long as the kids aren't
doing anything for the year after they graduate, perhaps they
should join the Army: "... why not do nothing for 2 years and

join the Army ... "

If the source is a prospect who turns out to be

unqualified, for example in the initial telephone call, the recruiter
uses already established rapport to expand the idea of the Army,
and what it offers, to include the person's friends who, it is
presupposed, may be interested and qualified. The following

patterns are demonstrated in this section: YB-CON, C/FS, P, and

AWARE.

The recruiter can use a variety of softeners combined
with YB-CON, C/FS, P, and AWARE to change the subject of

discussion from the unqualified prospect to his or her qualified

friends: "... you're not qualified to go into the Army Reserves,
but I know that you have a lot of friends that were ... This
process is generally limited to unqualified prospects who show
real interest in the Army.

With new recruits and enlisted personnel, the recruiter
will use a wide variety of patterns to motivate for referrals,
depending on the person and his relationship with them. These

include most of the patterns of FEBA and closing (see FEMA and
Closing). The following patterns are demonstrated in this
section: C-POST, C/FS, UV, P, CEQ, MO, NEG-COM, C-LINK, S-CON,
R/S, HOC, IN, SCO-AM, and APV.
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Using C-POST and C/FS, the recruiter can introduce the
idea of a new recruit helping out: "Do you know the best
salesman ... ?7"

The recruiter may use NEG-COI as a way of insisting on
help from a new recruit -- or anyone he has sufficient rapport
with: "I don't want you to say no, I can't find anybody, I want
you to bring me two people."

The recruiter can use direct S-CON, gently, to ask for
help: "... if you're not doing anything Thursday afternoon, I'd
like you to come in the station for a couple hours."

if the recruiter is highly skilled, he may combine a
number of patterns such as UV, CEQ, MO0, C-LINK, P, S-CON, IN,
R/S, and HOC to get his point across: "You know, you've got six
months before you go to basic training this summer. I expect you
to go as an E2. And to do that, you've got to bring me a
referral that's going to join. Okay. And, and I expect it. And
I want you to call me tomorrow with the names ..

The recruiter may use APV along with No and UV to gently
lead in to getting help in finding referrals: "I need your help
... I want to go through some yearbooks ... you to tell me about
them ... bring some help ... "

The recruiter may also use SCO-A4 to subtly suggest the
real need behind his overt question about finding more players
for a ball game (the ambiguity is in talking about the soft ball
team and referrals -- which "team" -- the soft ball team or the
Army?): "I want you to bring two guys ... we need them on the
team,"

Introduce himself and establish rapport. if the
recruiter is calling on the telephone, he introduces himself by
name, not as an Army recruiter. He may say he's with the Army,
or representing "Army Opportunities" or some other euphemism. if
he has some information about the prospect he will mention this
and comment on it in some positive way, usually presupposing
accomplishment, pride, and so forth. He will then ask a general
question or two about the prospect to get a sense of which
direction to go and a sense of how much to do over the telephone. He
will pace each answer in some way. The following patterns are
demonstrated in this section: P, AWARE, MR, PF, 'z-POST, NO, and
YB-CON.

The recruiter may actually introduce himself in a way
that allows for the objection that he is intruding, by using P,
MR, NO, AWARE, and YB-CON: "I know, that John, it probably
sounds kind of rude and abrupt ... just wanted to ask ... "
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After introducing himself, in whatever way he does that,
the recruiter will comment on what he knows about the prospect,
perhaps that he is about to graduate. He may possibly use PF,
AWARE, MR, presupposition, and C-POST: "I know you're proud ...

Have you thought about education, Johnny?"

If the recruiter is out canvassing, he may simply
approach every person he sees, greet them, and ask them to join
the Army. More likely, he will use some personal criteria to
pick likely prospects to approach. He will simply greet them and
comment about whatever is happening in the situation, or whatever
he feels may give him an opportunity to lead into talking about
the Army. He will pace, using whatever the prospect or prospects
provide him. He may also challenge the prospect, right from the
start, to think about changing his life (see below). The
following patterns are demonstrated here: MF, PF, and P.

Commenting on what he sees, using PF: "[The recruiter
approaching a group of prospects with football jackets on] Are
you on the football team? ... WThat position do you play? ... I
saw you out there the other night ... how you doing?"

Introduce the concept of the Army and its possible
benefits for the prospect. The recruiter takes whatever
information the prospect has given while establishing rapport and
relates it to possible Army opportunities. Hie may ask if the
prospect has thought about service, or certain benefits of
service, or even presuppose that he already has. The following
patterns are demonstrated in this section: P, C-POST, MR, AWARE,
C/U, UV, PF, C/D, and C/FS.

He will use P, C-POST, MR, AWARE to softly "slide into"
talking about how the Army relates to whatever they just talked
about: "Have you thought about the Army ... have you thought
about money to enhance your future? ... you know what you want
... college.

The recruiter may use C/V, UV, and PF to introduce the
concept of service to country, in a gentle step by step manner:
"I can kind of relate to that because I was an old farm boy
myself ... What kind of crops do you raise? ... Wheat and
corn? ... very good crops ... you are really playing an
important part in the future of this country."

He may use C/D or C/FS to talk about specific interests or
benefits the prospect may have mentioned: *What kind of car are
you looking for?"

The recruiter may directly challenge the prospect, even
before greeting the prospect, introducing himself, or
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establishing rapport, to startle the prospect into thinking about
joining the Army. He may use P or C-POST such as: "Is this what
you want to do for the rest of your life?" This is usually used
with a kid working in a fast food restaurant, a car wash or gas
station, or some similarly limited job situation.

The recruiter will generally try to create curiosity
about the Army by dropping hints about some benefits, without
giving details. He may take something that was mentioned and use

P, RE-D, or S-CON to turn it into something having to do with an
Army benefit. The recruiter may then only ask if the prospect
was aware of this opportunity, without explaining. This can be
used with either the prospect or another person close to him.
The following patterns are demonstrated in this section: RE-D,
P, SD, S-CON, N, UV, MO (possibility), PF, and FP-CON.

Using RE-D, in a humorous way, in response to a waitress
in a restaurant asking if she can help him: "... you can help by
joining the Army."

Using P, SD, and S-CON, on the back of a business card
left for the waiter or waitress in a restaurant: "If you want an
$8000 borus, call me

More directly, the recruiter can use some of the same
patterns: ".. thirty minutes of your time to tell you about how
the Army can pay for your college ... "

The recruiter may farther use a number of vague
statements including SD's, N's, UV's and MO's (possibility), and
negation, along with PF and FP-CON: "... not here to take you
away ... share about ten minutes of my time ... valuable programs
... could possibly benefit you ... put you in a position where
you can better help your father later on."

This sets up his later sales presentation and, if the
prospect seems intrigued, gives the recruiter the opportunity to

close for the appointment.

Close for the appointment. Standard closing methods
of conditional, trial, or two-choice closes are used here (see
Closing). The following patterns are demonstrated in this
section: C-POST, S-CON, P, NEG-Q, and TAG.

Using C-POST and S-CON, the recruiter can close on the
appointment with: OWould it be worth your time ...?"

Using P with a prospect he has worked with before:
"Ready to join yet?"

For a standard conditional close using S-CON: "If there
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was a way to get the things that you wanted in life by enlisting
in the Army, wouldn't you want to know about it?"

Using a standard two-choice close, with P: "Would 3:50
or 4:50 be better for you?"

Using NEG-Q for a trial close: "Don't you agree thirty
minutes is valuable time?" or NEG-Q with TAG: "You do want to
help your father later on, don't you?"

Handle objections to the Army, service in general, or
the appointment. The recruiter uses all the standard techniques
for handling objections here (see Handling Objections). For
example, he will use softeners to maintain rapport while
gathering more information. The following patterns are
demonstrated in this section: PF, RE-D, AS, C/FS, YB-CON, R/S,
P, MR, MO, AWARE, A-OUT, S-CON, UV, SUB-T, and FP-CON.

The recruiter may use PF, RE-D and other reframes such as
AS, and C/FS along with P, in a very humorous way, to change the
meaning of a ridiculous objection and turn it around, while
pacing to maintain rapport: "... what do you want to be ...
[Prospect: I want to be a hoodlum.] ... oh really, well how
would you like to have some formal training?"

He may use YB-CON to accept objections and then negate
them using R/S: "Yeah ... we ain't had a war lately ... 1973

He will also, sometimes, anticipate objections as a way
of pacing, using P, MR, MO, AWARE, and YB-CON: "I know, that
John, it probably sounds kind of rude and abrupt ... just wanted
to ask ..."

If all else fails, the recruiter can use a number of
patterns including S-CON, YB-CON, A-OUT, UV, SUB-T, P, and FP-CON
to allow for later changes of mind and/or plans so that the
prospect can be contacted later, or come in himself if he wants.
Rapport is maintained as well as possible at all times (see
Handling Objections for fuller descriptions): "... you said that
you are planning to continue your education ... going to college
and ... right now have everything pretty well worked out for
yourself ... But I'll tell you what partner, you know, if
something further on down the road happens to where you need some
assistance to pay for your schooling, okay, feel free to give me
a call. I'd like to get together with you and show you how the
Army can give you up to $25,000, okay, to help you to obtain your
goal and get that degree that you're looking for."

Follow-up on the appointment. The recruiter calls
the prospect before the appointment to remind him of it and
maintain rapport. If he has doubts about whether the prospect
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really intends to keep the appointment, he may challenge him
directly with a variety of patterns to instill quilt or
responsibility. He may also have the prospect repeat back the
time and address of the meeting to test him. He may even mention
an incorrect time or place to the prospect to see if he corrects
the recruiter with proper information.

Qualification

Overview

Qualification (see also Needs and Interests) involves
good questioning techniques, within the rapport frame. There is
much conflicting opinion among recruiters about when this should
take place. Some believe this should be carried out largely over
the telephone, while prospecting. The advantage in this view is
that it saves time by preventing the recruiter from needlessly
scheduling appointments with unqualified prospects. The other
view is that qualification takes place in the first appointment,
and throughout the sales cycle, as deeper rapport is developed,
and other information such as needs and interests are gathered.
Recruiters who take this point of view say they don't mind
scheduling appointments with unqualified prospects because they
use them to feed their referral system. They feel, in essence,
that every contact is useful, whether the prospect joins the Army
or not. They use prospecting only to make appointments, not
qualify. The instance in which this distinction becomes most
relevant is one in which the recruiter has to travel a great
distance to conduct the appointment. All recruiters seem to
agree that scheduling several appointments in the same area, or
having the names and addresses of other likely prospects in the
same area, is good time management. All seem to recognize that
there are cases in which appointments don't work out and,
regardless of the reason, they should use this time wisely by
seeing someone else instead. Though they agree that good time
management and qualification are very important, they remain
divided about when and how to conduct qualification.

There seem to be two major goals in the qualification
process: Get the prospect to give thorough information about
himself and get the prospect to give accurate, truthful, and
specific information about himself.

The recruiter will use many of the motivation patterns
used throughout the rest of the sales cycle to get good
Information from the prospect. He will try to maintain and
enhance rapport during this process, but there are times, for
example if he thinks the prospect may be withholding information
or lying, that rapport becomes less important than the content of
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the information. This is the only time during the sales cycle in
which this is the case. It is important that the recruiter be
comfortable, and sure in his own mind, that the prospect is
qualified at least "mentally, morally, and physically" to
whatever level he is able to determine these.

Procedures and Patterns

The recruiter has the following tasks associated with
qualification;

1. The recruiter will set the frame and control the
nature of information sought, especially regarding
the level of specificity, to get information that is
as accurate as possible and as complete as necessary.

2. The recruiter will get the prospect to cooperate once
the frame is set.

The following is a more detailed description of each of
these tasks based on the Blueprint section of PCSR sequence #3 in
Appendix S.

The recruiter will set the frame and control the
nature of information sought, especially regarding level of
specificity, to get information that is as accurate as 'possible
and as complete as necessary. The recruiter will begin by going
for complete and truthful information in qualification. The
following patterns are demonstrated here: UQ, tJVO C-LINY, CE,
and P.

The recruiter may use tJQ and UIV to get thorough
information, e.g.: "I want to know everything you've ever done
in your life."

He may use C-LINK or other CE patterns and P to set a
framework of truthfulness, by suggesting or even virtually
ordering the prospect to be truthful, e.g.: "I won't lie and you
won't lie."

The recruiter will next try to get more specific
information by chunking down and using soft transitions that
maintain a high level of rapport such as CEQ to sake it seem
natural that the prospect would have to be very specific about
his qualifications. For example, in the case where the prospect
may be interested in intelligence or security work, the recruiter
may use a comparison with himself using no0, C/D, CEQ, C/FS, and
P: "You may be in a job where you'll need qualifications like
mine." Notice in this case the rapport enhancing, rather than
threatening, nature of the comparison. There are, obviously,
many other ways to set these frames.
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The recruiter will get the prospect to cooperate once
the frame is set. in cases in which the recruiter is not sure
he is getting accurate or complete information, he may try to
trick or startle the prospect into giving something he was
holding back, using direct threats of imprisonment should the
prospect be caught lying (within regulations) using S-CON, AWARE,
or other patterns. This works especially well when the prospect
wants some specialized job in which security, and therefore
complete background information, is important. More gently, he
may presuppose some problem to get the prospect talking quickly
and freely. The following patterns are demonstrated here: P,
S-CON, C-POST, and AWARE.

The recruiter may gently give information about possible
penalties for lying, using AWARE, S-CON, and C-POST: *Are you
aware of the $10,000 fine or imprisonment for falsifying ... ?

The recruiter may instead try to trick or confuse the
prospect into being truthful using P: "What about the glasses
your sister told me about?" Or: "I heard your friend say he saw
you smoking dope last night."

.Rapport

Overview

Establishing rapport is paramount for a recruiter. He
must get the prospect comfortable and relaxed enough so that they
can talk openly and honestly about needs, interests, and
attitudes. The recruiter needs his help and assistance to get
him into the Army and he won't get it if the prospect doesn't
feel comfort, a sense of trust, and the feeling that he is being
treated as an individual.

The recruiter has a number of means of establishing
rapport, and maintaining it once it's established. He can use
activities such as DEP functions, sports, and others to get
prospects loosened up and comfortable. These can be planned
activities such as DEP functions, or spontaneous ones such as
meeting prospects at a park where he knows they play ball. The
recruiter can do favors for the prospect, or have the prospect do
him favors, as friends normally would, to simultaneously imply
and enhance rapport. He can use subtle verbal and non-verbal
signals from, and to, the prospect to establish and maintain
rapport. More directly, he can use lots of verbal means of
establishing and strengthening rapport including humor, content
pacing, agreement, acceptance, compliments, handling objections,
and avoiding arguments or problems if necessary.
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Procedures and Patterns

The recruiter has the following tasks associated with
establishing and maintaining rapport:

1. Establish rapport on the first contact, in
prospecting.

2. Recognize signals given by the prospect both verbally
and non-verbally and respond appropriately to
establish and maintain rapport.

3. Establish rapport with others besides the prospect.

4. Handle challenges and objections while still
maintaining, enhancing, or re-establishing rapport.

The following is a detailed description of each of the
above tasks based on the Blueprint section of PCSR sequence 02
in Appendix B.

Establish rapport on the first contact, in
prospecting. The recruiter uses softeners and other prospecting
and objection handling techniques to introduce himself and the
concept of the Army, when establishing rapport with prospects (see
Prospecting and Handling Objections) . He may join in activities,
such as sports or others, that they're involved in as well.

Recognize signals given by the prospect both verbally
and non-verbally and respond appropriately to establish and
maintain rapport. Recruiters follow some general rules in
responding to body language. For example, if the prospect is
3eaning forward, has a "wide-eyed look," exhibits more body
motion, shows greater animation in his hands and face, and has an
"open" posture, it usually means rapport is well established.
The lack of these generally means sufficient rapport is not yet
established. The recruiter will often try to match the prospect
on these physical measures to give him a sense of being with
someone who can understand him and be trusted.

Verbally, if the prospect is more talkative, asks sincere
questions, joins in on or initiates jokes, it can indicate a
greater level of interest ard attention and, thus, a higher level
of rapport. Silence or relatively little talking, lack of
questions, a monotone voice, and so forth usually mean rapport is
not well enough established or the prospect is not yet
comfortable.

More importantly, the recruiters seem to develop their
own idiosyncratic rules, especially in regard to non-verbal
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behavior. Since these vary, and conflict between recruiters, it
is difficult to make too many generalizations other than those

listed above. This is an area in which personal style, community
or regional differences, and individualized approaches need to be
considered.

Recruiters use a variety of softening techniques,
pace content, and use P, to set the prospect at ease and get him
to trust and open up to the recruiter. Use of the following
patterns is demonstrated in this section: C-POST, P, NO, C-EX,
S-CON, MF (meta-comment), RE-D, TAG, IN, FP-CON, C/U, CEQ, A-OUT,
C/FS, C/D, SD, and UV -- all within a pace frame.

The recruiter may use C-POST to introduce concepts within

a PF: "Wouldn't it be nice ... "

One common and effective way of using P, in a PF, is by
using words like "us" and "we," to suggest that the prospect and
the recruiter are "on the same team," even when the recruiter is

actually rushing the prospect through the system. This can be
combined with FP-CON in a complimentary fashion to ease the

tension created by the increase in the speed of the cycle: "...

let's deal with this ... get your physical, put you in the Army
... a good member of the Army ... "

He may combine PF, MF (meta-comment), and P: "I've had a

rough day ... sit back ... enjoy time with you ... " Or, combined
with TAG: "You're not very talkative, are you? ... "you're not

like this at home, are you?"

In the form of a question, the recruiter can use C-EX,

S-CON, and P: "... what does mom do to get you out of this shell?"

He can combine a number of patterns, such as PF, FP-CON,

C/U, CEQ, A-OUT, IN to shift the discussion, from simple pacing,
to leading the prospect in a new direction: "I can kind of
relate to that because I was an old farm boy myself ... What kind
of crops do you raise? ... Wheat and corn? ... very good crops

you are really playing an important part in the future of
this country ... Another way you could serve your country ... "

He can also combine C/PS, C/D, SD, N, 1O, UV, RE-D, TAG,
and P as above in Prospecting to relate the Army directly to
particular needs and fears the prospect has told him about: "...

short period of time ... not here to take you away ...share about
ten minutes of my time ... valuable programs ... could possibly
benefit you ... put you in a position where you can better help
your father later on ... You do want to help your father later
on, don't you?"

The recruiter may change the setting of the interview, or
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have others present (or not present), if he feels this is
necessary to make the prospect comfortable. Use of the following
patterns is demonstrated in this section: P, HF, PF. and UV.

In a case in which the recruiter knew the prospect was
interested in electronics, he conducted the interview in Radio
Shack, setting it up casually with HF, PF, UV, and P, in asking
the prospect for advice in a nice role reversal: "... come look
at something with me ... I'm thinking about buying ... don't know
much about .U

The recruiter may use various techniques of chunking to
individualize the presentation also. He may personally
compliment the prospect, as well as whatever is necessary to let
him know he is thinking of him as a person, not just another
prospect. The use of C/D, S-CON, and P is demonstrated in this
section.

The recruiter can combine C/D and P: "... get a program
planned especially just for you." Or S-CON and P: "What do you
want? ... I'll get it for you."

Establish rapport with others besides the prospect.
The recruiter recognizes the individual and personal goals of
others besides prospects: the welfare of the young people, the
good of the community, and so forth. He uses pacing patterns to
express these to people in soft, non-threatening ways. The
following patterns are demonstrated in this section: P, MF,
RE-D, CEQ, and IN.

Using HF, P, RE-D, CEQ, and IN, the recruiter can soften
the concept of the Army and place it in a more positive light:
"...look forward to working ... to satisfy ... son's needs as far
as his education is concerned ... Army is a development
company."

Handle challenges and objections while still
maintaining, enhancing, or re-establishing rapport. All the
techniques of handling objections are used here, within a pacing
framework (see Handling Objections). The following patterns are
demonstrated here: P, MR, MO, AWARE, YB-CON, M/W, IN, and HF.

The recruiter may use P, MR, NO, AWARE, and YB-CON as
above in anticipating objections in prospecting: "I know, that
John, it probably sounds kind of rude and abrupt .. wor,
combining M/1W, IN, H4F in a vague softening way (ree Handling
Objections): "I appreciate your opinions ... everybody has
theirs as far as what took place [Viet Nam) and was it right, was
it wrong and I'm not here to judge and I'm really glad that you
gave me the inside about what you feel about it."
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Needs and Interests

Overview

Finding needs and interests involves good questioning, or

information gathering, techniques. The goals and tasks of needs and
interests are virtually identical to those of qualification (see
also Qualification). The main difference is that rapport must be
maintained and enhanced during this phase. This is paramount since
the establishing of needs and interests sets up FEBA, the actual
sales presentation that the recruiter makes to the prospect.

Procedures and Patterns

The recruiter has the following tasks associated with needs
and interests:

1. The recruiter will set the frame and control the
nature of information sought, especially regarding
the level of specificity, to get information that is
as accurate as possible and as complete as necessary.

2. The recruiter will get the prospect to cooperate once

the frame is set.

The following is a more detailed discussion of each based on
the Blueprint section of PCSR sequence #3 in Appendix B.

The recruiter will set the frame and control the nature of

information sought, especially regarding the level of specificity,
to get information that is as accurate as possible and as complete
as necessary. To get general information about needs and interests,
the recruiter will often first get the prospect talking about
himself. He may use the following patterns discussed here: MF,
PF, M-4, AIF, and MO.

Using MF and PF he can simply say: "Tell me about your-
self ... I want to get to know you..

He may then set up hypothetical situations which allows
the prospect to let his mind wander freely using M-4, AIF, MO, and
other patterns, e.g.: "If you could have anythin, you wanted, what
might it be?"

Then the recruiter will get more specific information,
such as the dominant buying motive. The recruiter cam, by using
P, C/D, C-POST and S-CON, softly "slide into" the possibilities,
e.g.: "You can join for what you want ... " Or: "Is that what
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this means to you." Perhaps: "Which of these is most
important?" Or: "if you could have all of these, which would
you want most?" Setting up a hypothetical situation: "... if
you had to take ten areas ... those ten areas right there, and
choose the most important to you right now in your life ... what
would it be?

When the recruiter feels he has enough information, he
will begin to relate interests to some aspect of Army service
using a variety of patterns including vague statements using N
and SD, refraines, and contingency patterns to relate one thing to
another, e.g., using S-CON, N, SD, MO, RE-D, CEQ, and C-EX in
response to something the prospect has said: "If you've thought
about that, then you've already thought about 'service to your
country.'" This, too, can obviously be done in a vast number of
ways (see FEBA).

The recruiter will get the prospect to cooperate once
the frame is set. If the recruiter doesn't believe the prospect
is trying very hard to give him good information about his needs
and interests, he may gently ridicule the prospect. This can be
done to motivate him by slightly changing the frame using C-POST,
S-CON, M-4, MF, and P, e.g.: "We are both intelligent people ...

you should be able to think of something that interests you."
Or: "My small child could answer these questions." Or maybe:
"There must be something you're interested in."

Which of these forms the recruiter chooses will depend,
of course, on the level of rapport he has established with the
prospect up to this point.

FEBA: Facts -- Evidence -- Benefits -- Agreements

Over vie w

FEBA is an acronym for Facts, Evidence, Benefits,
Agreements. This is the section of the sales cycle in which the
recruiter actually "sells" the Army to the prospect. Based on
the rapport he has established, the prospect's needs and
interests, plans for the future, present circumstances,
qualifications, and any other pertinent information, the
recruiter will tell the prospect why he should join the Army. me
will (a) present Facts about the Army, (b) provide evidence to
support those facts, (c) show how these things will directly
benefit the prospect, and (d) get the prospect to agree that
these are the things that he wants.

To accomplish this, the recruiter categorizes the
prospect on a number of levels. This gives him a basic idea of
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who the prospect is on these levels, and how he may match this to
what the Army has to offer.

1. Test Score Category (TSC): 1, 11, 111, or IV with I
being very high, II and III being high, and IV being
low.

2. Income level: very low, very high, moderate

3. Education level: high school graduate, not a high
school graduate, some technical training, college
student or college graduate

4. Current work status: in school, In training, working
(at less than a desirable job), doing nothing

5. Farily status: single, engaged or has a serious
relationship, married, has dependent fan.ily

6. Service status: interest level (already sold on the
Army, or sold on the service - but not sure which
branch), attitude of relatives or others who are
exerting pressure, prior service, other factors

Based on this determination, the recruiter can make some
generalizations about which specific features of Army life, the
prospect may be most interested in. If the recruiter has
determined the prospect's dominant buying motive, he knows what
feature the prospect is most interested in. If he has not
determined a dominant buying motive, he can make some assumptions
based on what many others in those same categories usually want.
Either way he will sell the prospect the concept of the Army as a
whole, along with the specific features he is most interested in,
or those that best fill his needs. A general listing of the
features follows:

1. The Army as a whole

2. Service to country

3. A stable future, help for family

4. College, continued education (after Army service -

money for later)

5. College, training or education (during service)

6. A job (work, income)

7. Adventure
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8. Life experience (including travel)

Next the recruiter designs a way of presenting his
features to the prospect in a way that will get him interested in
the Army and its benefits, motivated to want to get these things,
and convinced that the Army is the best way for him to get them.
All of this sets up the close.

Procedures and Patterns

There are three overall tasks, each containing several
smaller tasks and procedures, associated with FEBA.

1. Determine how the prospect falls into certain
categories and adjust the conditions of the
interviewing session if necessary.

2. Based on the prospects needs and interests, and on
the above mentioned category determination, the
recruiter decides which features to concentrate on.

3. The recruiter uses decisions from I and 2, coupled
with his sales presentation skills, to design and
present relevant, interesting, and motivating
information to the prospect.

The following is a thorough discussion of each of these
tasks based on the Blueprint section of PCSR sequence 0 4 in
Appendix B.

Determine how the prospect falls into certain
categories and adjust the conditions of the interviewing session
if necessary. The recruiter first rates the prospect on each of
the following categories:

1. Test Score Category (TSC): 1, 11, 111, or IV with I
being very high, II and III being high, and IV being
low.

2. Income level: very low, very high, moderate

3. Education level: high school graduate, not a high
school graduate, some technical training, college
student or college graduate

4. Current work status: in school, in training, working
(at less than a desirable job), doing nothing

5. Family status: single, engaged or has a serious
relationship, married, has dependent family
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6. Service status: interest level (already sold on the
Army, or sold on the service - but not sure which
branch), attitude of relatives or others who are
exerting pressure, prior service, other factors

Next he also decides if the conditions of the interview
are conducive to his presentation. There are several possible
conditions the recruiter may find himself in with a prospect or
prospects:

1. The prospect alone with the recruiter.

2. Multiple applicants with the recruiter.

3. Parents or other family are present, influencing the
prospect.

The recruiter must decide how to proceed based on the
prospect's ability to make a decision. In some cases he can
simply make his presentation to the prospect with no problem. In
others this may not be wise.

If there is more than one prospect, for example if two
friends come in together, the recruiter will have to determine 2
things. First, will the two applicants help each other, and the
recruiter, or hinder one another, and the entire process, through
their influence on each other. Second the recruiter must decide
if their needs and interests are similar enough to allow for a
single presentation to both of them.

if the recru..ter feels he can use their relationship to
his advantage, for example setting up a friendly competition
between them so that they work toward joining, then it may be
helpful to keep them together. If the recruiter feels that they
are pressuring each other too much to be able to make good
decisions, or use good judgement based on their own individual
needs, he should separate them.

If the two prospects have similar needs and interests,
the recruiter can save time and use their relationship to enhance
his presentation. If their needs and interests are very
different, they should be separated and each talk to a different
recruiter if possible, or as a second choice, make separate
appointments.

Another major factor the recruiter will have to consider
is whether the prospect can make his own decision about joining
the Army. He may not be able to determine this until an
objection comes up later, but if he can do so at this point he
may be better off because he can change the conditions of the
interview to include, or exclude, other significant people who
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could affect this decision. These include parents, siblings
(especially those in the servie or with prior service
experience), a girl friend, boy friend, fiance, or any other
significant person in the prospect's life. It is wise to include
any of these people in some portion of the sales presentation if
they could help or hinder the sale. It is also wise to save some
significant feature, benefit, or idea to present to that
significant other person, specifically relevant to their own
needs or interests. It must be remembered that the recruiter is
often better equipped to present this information than the
applicant, but this is a judgement that needs to be made in each
individual case.

Based on the prospects needs and interests, and on
the above mentioned category determination, the recruiter decides
which features to concentrate on. The recruiter has gathered
information about the prospect's needs and interests already, as
well as determining how he or she falls into each of the above
categories. He now must decide which feature(s) to sell
specifically. He has the following general features:

1. The Army as a whole

2. Service to country

3. A stable future, help for family (Stable fut)

4. College, continued education -- after Army service,
money for later (Coll/ed)

5. College, training or education -- during service

(Train/ed)

6. A job, work, income (Job)

7. Adventure (Adventure)

8. Life experience, including travel (Life exp)

The recruiter sells the Army as a whole to everyone,
regardless of which other features he sells, but in a
personalized way. The same goes for service to country, though
this is highly stylistic among recruiters. if he has established
a dominant buying motive that seems logical and possible for him
to meet, then that is what he should sell. beyond that there are
no firm rules for who he should sell which features to. If he is
not sure, there are some generalizations that can be made --

relatively safely. The accompanying table showing relationships
between category determination and features are meant to be used
only as guidelines, or a place to start, not rules. Each may be
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Table 4

Features to Sell After Category Determination

Category

TSC: IV III, II I

Job Coll/ed Adventure
Train/ed Any Life exp
Stable fut

Income
level: Very low Moderate Very high

Job Any Life exp
Stable fut Adventure
Coll/ed

Education
level: Non-grad/tr HS grad/coll Coll grad

Train/ed Coll/ed Adventure
Job Adventure Life exp
Coll/ed Train/ed

Current
status: Work/nothing Training School

Job Train/ed Coll/ed
Train/ed Job Adventure
Stable fut

Family
status: Single Engaged Married/dep fam

Any Job Stable fut
Stable fut Job
Coll/ed Train/ed

Note. These features are the most common ones found to be
of interest in each category. Individual prospects may or may

not fit these generalizations. Service status is not included
because it relates more to how to sell the prospect than what, or
which features, to sell.
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entirely inapplicable for a particular prospect. The recruiter
must determine through feedback, verbal and non-verbal, frorm the
prospect, if he is on the right track, throughout his sales
presentation.

The recruiter uses the decisions he has made, coupled
with his sales presentation skills, to design and present
relevant, interesting, and motivating information to the
prospect. Here the recruiter actually goes through the sales
presentation to the prospect based on FEBA: Facts -- Evidence --
Benefits -- Agreement.

To give facts, the recruiter introduces features the
prospect has shown a need for or an interest in, based on the
determinations and decisions he has made thus far. This is
similar to the sections of prospecting in which he gives basic
information, in a way that will create curiosity and motivation
to want to learn more. The following patterns are demonstrated
here: C-POST, AWARE, and CEQ.

The recruiter will use softeners such as C-POST and Aware
to introduce the feature or fact: "Have you ever thought about ... ?

He may also use CEq or other patterns to create curiosity
and a sense of a unique opportunity: "Jumping out of a plane..
unusual, not something everyone can do."

The recruiter may need to present evidence to legitimate
his facts, or the existence of the features he has introduced to
the prospect. He can use the actual contract the prospect would
sign, the sales book with its pictures, or JOIN. He may also use
his personal experiences in the Army as a M-4: "Let me tell you
how I did it." Most of this is a matter of recruiter style and
the individual needs of the prospect.

The recruiter will relate the specific features he is
selling directly to the needs and interests he has discovered, in
a way that makes it personal to the prospect. He will do
whatever he can to create the actual experience of the benefits
the prospect will gain from having the features. There are three
overall steps in this process:

1. Relate features directly to the prospect's needs and
interests.

2. Provide a real experience by altering the prospect's
perception of time and place through: (a) Fantasy
and painting pictures, (b) chains, metaphors, and
strategies, (c) role playing or role reversal, and/or
(d) combinations of these and other patterns.
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3. Convince the prospect of benefits through:
(a) Comparisons, (b) motivators and/or challenges, or
(c) a combination of these.

To relate the features directly to the prospect's needs
and interests the recruiter can use a number of methods and
patterns. The following patterns are demonstrated here: UV, P,
MR, HOC, YB-CON, MO, A-OUT, and MP.

The recruiter may use UV, P, and MR to vaguely connect
specifics to the prospect's desires: 0... letters of
commendation ... something an employer will look at ..." Or:
"I'm sure you're the type who wants to excel ... "

The recruiter may also use HOC and YB-CON to match the
priorities in which the prospect wants to accomplish his goals,
qualifying what be says using MO, as a softener, or a way out, in
case his suggestion is not well received: 0... you want
something that's more of a challenge ... unless I'm misreading
you, continuing education is important, but not at this point ...

eventually ... "

Similarly he'll use A-OUT: "You've accomplished this,
now we'll put you through ..." This can be used to offer a
unique opportunity different that what the prospect has

experienced before.

The recruiter may further use P and MF to both introduce

possibilities and maintain rapport with the use of "we" or "us":
"Well let's take a look at it ... let's think about what you want

to accomplish." This enhances rapport, introduces the feature,
and gets the prospect thinking about what the feature will do in

helping him to achieve his goals.

To provide a real experience of what he is talking about
for the prospect, the recruiter will alter the prospect's
perception of time and place. He can do this through one of a
number of methods: (a) Fantasy and painting pictures, (b)
chains, metaphors, and strategies, (c) role playing or role

reversal, and/or (d) combinations of these and other patterns.
The following patterns are demonstrated here: FP-CON, M-4,

STRAT, CHAIN, C-POST, UV, MR, P, SUB-T RE-D, CEQ, AWARE, NO, NBG,

NEG-Q, YB-CON, CE, MF, C/U, TENSE, and S-CON.

There are many patterns that the recruiter can use to
enhance his presentation in terms of creating an experience of

the benefits for the prospect. These techniques include overall
principles such as strategies, chains, FP-CON, and M-4's. These
are generally designed to take the prospect, or some other person
who is involved such as a parent or friend, into the future where
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they can imagine the accomplishments and successes that go along
with enlistment. Because of this it Is often important for the
recruiter to know how to begin and end one of these, as well as
using what comes in the middle.

To begin, the recruiter will usually introduce an image
to the prospect in the usual soft introduction methods such as
C-POST, quite often using UV: "Have you ever thought about
jumping out of an airplane?"

He may also begin by creating unpleasant feelings -- if
he is sure he can repair or relieve them to his benefit later, by
using FP-CON, MR, and P: "You're going to hate me ..

If the recruiter has especially good rapport with the
prospect, and senses that the prospect admires or would like to
emulate him., he may set up a role reversal, using Sub-T in the
M4-4, to begin: "... think about six years from now you might be
behind this desk talking to a young man just like I'm talking to
you.".

For a particularly unpleasant feature, to the prospect,
the recruiter may begin by refraining it to set up a more pleasant
image. In this example of refraining basic training, the
recruiter uses RE-D, CEQ, AWARE, and MO: "... true adventure..
Have you ever been camping before? ... look at it as a camping
trip...."1 This not only reframes the subject, but also
anticipates the common objection that comes up regarding basic
training.

Next the recruiter needs to use and enhance the image he
has created. When the framework has been set, and the image the
recruiter wants the prospect to have has been introduced or
created, he needs to carry it through to give the prospect as
full an experience as possible.

The recruiter may now put the prospect more fully into
the picture by using NEG and Specific modifiers: "... you're in
that jet black truck with those chrome wheels ... " Or:
after two weeks training, okay, putting on a parachute. Now
you're flying along ... You're looking out and everything on the
ground is about 2 inches tall..." Or, to accomplish the same
thing he may use Neg-Q: *Why don't you feel your parachute
deploying ... ?

The recruiter will want to finish the experience he has
created and taken the prospect through in a way that makes the
prospect feel good and motivated to want more. He will probably
want to leave the prospect with some feelings of accomplishment
about the experience. One powerful method is to take the
prospect quickly from something unpleasant to something rewarding
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using MR and RE-D to enhance the feelings the recruiter wants him
to have: "You say to yourself, oh man, what did I do now? ... first
sergeant starts reading your orders of promotion to sergeant E5."

The recruiter may, in the same sense but less abruptly,
vividly describe all the benefits that follow something the
prospect believes is unpleasant such as basic training, using
YB-CON, CE, 1F, C/U, P, and more: "Sure it will be hard, but ...
develop yourself and your endurance to a level ... that you
probably thought never existed."

The recruiter's overall organizing framework for creating
these experiences can take several forms, but usually it will

begin with either neutral or unpleasant experiences and move the

prospect toward positive ones with good feelings attached. The
recruiter may use a combination of STRAT and SPECIFIC as above,
but in the order of a visual image, followed by unpleasant
feeling to create a bit of tension, finishing with a pleasant
feeling or unspecified experience to relieve the tension:
"You're looking around ... your stomach was tighter than a knot
... now it's just sitting there..." This also includes Tense
changes and Sub-T.

The recruiter may also use Chains, R/S, S-CON, and MF to
take the prospect, or even some other player, through a sequence
that sets up a later comparison, solidifying the experience:
"... later on in life ... comes out ... gets his degree ... goes

to work ... position open and he's competing ... they've got

identical credentials but he's got prior service ... employer's
going to look at that ..." Or to the parents of a prospect: "If
he made it through three years ... he's going to continue
whatever his goals are."

The recruiter can convince the prospect of the benefits
he is trying to demonstrate in a variety of ways. Primarily he
will do so through: (a) Comparisons, (b) motivators and/or
challenges, or (c) a combination of these. The following
patterns are demonstrated here: FP-CON, STRAT, CHAIN, C/D, IN,
MO, YB-CON, P, A-OUT, S-CON, NEG-Q, HOC, AS, OR, CONS, C/U, M-4,
R/S, and C-POST.

The recruiter needs to solidify or tie together the
experience he has created. He may follow it with a comparison
with the competition, for example school, a job, another service,
and so forth. As an alternative he may set up some challenge or
other motivator that gets the prospect to carry the excitement
forward with him. He may also use a combination of these. This
can be the same as the FP-CON, STRAT, and Chains described above,
or it can take other forms.

Comparisons can be made in several ways. The recruiter
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can compare future possibilities using FP-CON and C/D: ..

employer knows you can work with other people because of service
[but doesn't know about other people competing with the prospect)

**"Or just using a direct comparison: 0... spent the same
amount of time working and in school that this other person just
spent in school ... " The recruiter may also compare other
services to show that Army competes favorably using IN, MO,
YB-CON and other patterns: "... like their uniforms better, I
can't fight that .. but .. if it's because they can offer more
skilled training .. guarantee you a station .. somebody's
jerking your chain ..

The recruiter may choose to use some method of
motivation, or direct challenges, at the end of the image he has
created by using P, A-OUT, S-CON and other patterns: 0 ... you're
going to be proud ... wearing the uniform ... " Or perhaps: ..

going to be challenges ... and the old attitude of 'I can't do
it,' you'll find out that will change." With someone who comes
from a high income home, the recruiter may use NEG-Q, HOC, AS,
OR, CONS and other direct challenges: "... dad went through
these experiences ... you want to sponge off him ... are you
going to know how to keep it (money) ... ?"

The recruiter may choose to combine comparisons with
challenges and motivators in some way. For example, to compare
the Army's rank structure to the structure of any other business,
the recruiter can use a bit of humor, C/U, M4-4, and R/S:" .

president didn't start out there ... actor first

He may also wish to set up the prospect to answer no to
some obvious question about a competing possibility -- and then
lead him right back into wanting the Army using C-POST with a
little sarcasm. In response to viewing some people who,
obviously, really hate their work: "... guys are having a lot of
fun at their jobs ... is that what 'job satisfaction' means to
you?"

The recruiter may use a very subtle ending for an image
that is actually a suggestion to join using SCO-AM, for example
at the end of an image of landing after a parachute jump:
and you say to yourself, 'let's do it again.'" Of course the
only actual way for the prospect to do it again is to join the
Army. This suggestion is a strong but subtle motivator.

Finally the recruiter will want to get some agreement
about what he's been presenting. The recruiter iants the
prospect to respond to the experience he has presented by an
open, clear, verbal agreement. This sets up the close. The
following patterns are demonstrated here: V, S-CON, and C/FS.

The recruiter essentially uses the skills of closing to
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determine the effectiveness of his presentation (see Closing).
He will often use P in the form of two-choice closes: "... which
would you choose ...?"0 He may instead use S-CON in the form of a
conditional close: wIf I could take care of that, would that
take care of it for you?" He'll also sometimes use direct
suggestion, or commands, including S-CON: 0... if you qualify --
if you don't you'll have to take something else." The recruiter
may, in addition or instead of the above, use P and C/FS to
presume acceptance by the prospect: "We're going to ask you to
do this for us ... 0 making the process more personal as well.

Closing

Overview

Once the recruiter has made his actual sales
presentation, he must close the sale. This is the ultimate goal
of all the other steps in the sales cycle. If the recruiter has
done his job well, the close becomes the simplest step: the
recruiter asks the prospect to join the Army.

Most recruiters, however, use several "warm-up" steps
before just coming out and asking for the close. They will first
"test" the prospect to see if he is ready to agree to join.
These tests fall into two major categories: (a) indirect
methods, and (b) direct methods. These tell him how, and how
fast, he can close the sale.

Once this is done, and the recruiter has determined the
prospect's readiness to a~ree to join the Army, he will set the
pace of the actual closing. Based on how he has been
communicating with the prospect up to this point, he can rush the
close and get it done quickly, or he may decide that it is best
to go more slowly. He may use a number of motivation patterns to
speed up the process if he thinks he can do so without
endangering the sale or his rapport with the prospect.

Depending on how he has related to the prospect to this
point, there are three basic ways to ask for the close: (a)
directly asking, or telling, the prospect to join; (b) giving the
prospect a "two-choice" close; or (c) setting the prospect up for
a *conditional close." All of these can be equally effective.
The recruiter will choose one based on his rapport with the
prospect, the way the prospect has been responding to his
presentation, and the recruiter's personal style.

Even when the prospect has agreed to join the Army, the
recruiter is not finished. He now has to prepare the prospect
for processing at the 14EPS site. He also has to prepare the
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prospect for service, especially the first, possibly difficult,
adjustments he will have to make including leaving home, handling
basic training, and becoming a soldier. This is done to prevent
"buyer's remorse" and keep the prospect pleased about his
decision and motivated to do well in the Army. The recruiter
will invariably use a variety of motivation techniques to insure
that, once the prospect has gone through processing, and left for
basic training, that he will stay in touch with the recruiter.

The best recruiters maintain contact with new recruits,
keep in touch with their families, and help out with any problems
that may arise while the new recruit is adjusting to life in the
Army. This "service after the sale" not only insures that the
new recruit will remain happy about his decision to join the
Army, but it will also help feed the recruiter's referral system
(see Prospecting).

Procedures and Patterns,

The recruiter has the following tasks associated with
closing the sale:

1. Testing the prospect to determine his readiness to
agree to join the Army.

2. Insuring that the recruiter controls the pace of the
actual closing of the sale.

3. Asking for, and getting, the close.

4. Preparing the prospect for the ?MEPS site once the
close has been successful, and motivating him to
continue contact with the recruiter throughout basic
training.

The following is a detailed description of each of these
tasks based on the Blueprint section of PCSR sequence #5 in
Appendix B.

Testing the prospect to determine his readiness to
agree to join the Army. The recruiter can use either indirect
or direct methods to test the prospect for his level of readiness
to join the Army.

The first of the indirect methods the recruiter may use,
is to simply use a lot of "we" statements as he talks to the
prospect, thus assuming that the prospect is already part of the
Army. This presupposing of agreement will elicit some response
from the prospect of either greater comfort, relaxation, and
increased rapport if he is ready, or less of these if he is not.
The recruiter simply reads the obvious verbal and non-verbal
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signals to determine the effect.

Another way of testing the prospect is for the recruiter
to describe the processing and enlistment cycle, and again, to
pay attention to how the prospect responds. He will use FP-CON,
taking the prospect into future benefits just as in MEA, using
UV's, NEG-Q and C-POST to make it easy for the prospect to
respond with a "yes," but difficult to say no, for example: (if
we can do all that] "... you ... wouldn't think of a reason not
to join?"

If the recruiter is still not sure, he can use a direct
method of testing the prospect for readiness to join. He'll
simply skip these preliminary steps and "trial close" actually
asking the prospect if he is ready to join the Army, or if he
feels the recruiter has shown him something that would warrant
joining. The prospect will either say yes, and agree to join, or
at least agree in principle that it will fit his needs and
interests, or he'll give the recruiter more signals about what to
do.

Insuring that the recruiter controls the pace of the
actual closing of the sale. The recruiter has a choice of
several forms of motivators to choose from to get the prospect to
make his decision fairly quickly, or alternatively, to take more
time. These include (a) pointing out the limits of the prospect's
opportunities; (b) directly telling the prospect not to delay his
decision, supported by realistic factors; or (c) helping the
prospect with the actual decision making process itself. The
recruiter may also alter the prospect's perception of time
frames. He will speed things up if he feels this will help. He
may also slow things down if the prospect is the kind of person
who needs time for decisions, or If he responds negatively to
being rushed. The following patterns are demonstrated here: C/D,
MF, R/S, CE, C/U, M4-4, CONS, C-POST, and P.

The recruiter will often motivate the prospect, in one of
several ways, to make his decision. He may point out to him that
his current opportunities may not last long, and that if he waits
he could miss his chance to get what he wants. Using C/D, HF,
and R/S: 0 ... windows of opportunity ... got to remember with our
constraints ... somebody might have just canceled ... " Or using
CE (implied causation here): "... the longer you wait, the less
the jobs are ... 0

This ties in closely with simply telling the prospect the
realities of the situation he is in, and how he should proceed.
For example, a prospect will often want to take any tests he will
have to take, before making a comaitment, to see how he does and
relieve himself of some of the responsibility for making up his
mind. The recruiter can counter this using C/D and R/S:
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costs the tax payers about a hundred dollars just to give you the
test ... a hundred dollars of my taxes."

The recruiter can also use other direct methods with P/S,
M-4, and C/U: " ... don't you think mom and dad are going to
break your plate eventually ...?" Or: "... are you going ...
(to procrastinate] ... for the rest of your life?"

He may, in the same sense, point out specifics about
waiting using CONS: "The day you graduate high school ... go

into a totally different category for us ... "

He can also relate directly back to benefits, as in FEBA,
still using hard reality (R/S): " ... we're talking dinero here
buddy ... "

The recruiter can also help the prospect by pointing out

the decision process itself, and its importance using C-POST, P,
and R/S: "Are you the type ... make a decision and stick with

it?" Or: "You've put thought into this ... Army puts a lot of
money into this "

The recruiter can control the prospect's sense of time by
(a) defining the time frame for him, (b) speeding it up, or (c)
slowing it down. The following patterns are demonstrated here:
MO (possibility, necessity), S-CON, C-POST, C/FS, PF, P, and
SUB-T.

In defining a time frame, the recruiter can tell the
prospect, directly, that the time to join is now, using P and MO
(necessity): "You've had enough time ..." Or maybe: "We have to

do it now, you gotta go now ..." Less directly he can also use P
and MO (possibility) with S-CON in the form of a C-POST: "If I
give you a week to think it over wil) you join?" This creates
the illusion of choice.

The recruiter can speed up the process using C-POST,
S-CON, P, SUB-T, and C/FS: "What's the difference between 60
days and 30 days ... Are you ready to go on the 16th of April if

that comes up? Well. Okay, John, what if it came up for the
16th of June?" Or perhaps: "... why don't we take the test
Wednesday, and join Friday." Possibly: *... when you go down
there then after you graduate, you'll be leaving within a couple
days or a couple weeks or a couple months."

The recruiter may also decide to slow things down a bit
to allow the prospect to make a careful decision, if he thinks
that is called for, using C/D: "I can see you're an individual
... don't expect you to jump on the bandwagon ..." This gives
the prospect a little relief and shows respect for his decision

making ability. It can also enhance rapport.
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He may also give the illusion of slowing down. while
actually leading the prospect further throuqh the process, if he
thinks it will help. He might use P, PF, and SUB-T: "While you
think about it, let's take the next step."

Asking for, and getting, the close. The recruiter
has three basic ways to ask for the close: (a) directly asking,
or telling, the prospect to join; (b) giving the prospect a
"two-choice" close; or (c) setting the prospect up for a
"conditional close." The following patterns are demonstrated
here: P, S-CON, NEG-Q, and C-POST.

The recruiter may directly ask the prospect to join the
Army, make a statement telling him to do so, or make a statement
presuming he already has. In the latter case he is using
presupposition and can do so in several ways: "I'll have your
paper work ready ... " Alternatively: "... that's good enough
for me ... "1 Or maybe: "Welcome aboard." Perhaps: "Here's what
we're going to do."

A two choice close also rests on presupposition. it
creates the illusion of choice where, in fact, there is no choice
about whether to join, only about when: "... when would you like
to take the test, today or tomorrow?" A variation is available
in simply removing the specificity of time: "When you gonna
join?"

A conditional close is one in which some pre-conditions
are set up that, if met, will solidify the close. It is
sometimes referred to as "if I could ... would you ... ' ?1it is a
simple S-CON statement such as: "... if we can do all this for
you, would you join?" The recruiter would obviously use this to
close only if he knew he could meet the conditions. As a
variation, it can be stated in the negative as a NEG-Q with
C-POST: "Can you think of a reason why you wouldn't ... [if we
could) ..

Preparing the prospect for the NEPS site once the
close has been successful, and motivating him to continue contact
with the recruiter throughout basic training. The recruiter
uses FP-Con and the other techniques of FEBA to prepare the
prospect for the 14EPS site. His main goals are: (a) to make
sure the prospect understands the processing cycle, (b) to insure
that the prospect will be comfortable and open with the MEPS
counselor, and (c) get the prospect to be open minded about job
availability, but not to accept anything he won't be satisfied
with. The recruiter constantly reinforces the prospect's good
decision and relates it back to his goals using all the
techniques of creating full and complete images he used in FEBA.
(see FEBA)
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The recruiter may go back to qualifying techniques,
making sure that the prospect hasn't forgotten anything that
might jeopardize his chances of getting what he wants in a job,
or of his enlistment 'see Needs and Interests and Qualification).

The recruiter may also use Fp-CON and other motivating
techniques to get the prospect to want to stay In contact after
he enlists. He may give him self-addressed stamped envelopes to
write back to the recruiter with, or some other incentive. All
the recruiters studied do this systematically. Now it is done is
usually a matter of the recruiter's personal style or the
station's policy.

Handling Objections

Overview

Handling objections to joining the Army is a necessary
and natural part of recruiting, as it is in all of sales. In
fact it is often said that salesmanship begins when the customer
says no. M~any of the recruiters studied here believe that the
best recruiters, or salespeople, are the ones who best handle
objections. In fact, it seems that the best recruiters actually
look forward to the prospect's objections. They see them as
simply a way of asking for more information -- a sign of clear
thinking and genuine interest on his part. This is a useful
framework in which to think about objections, though it has its
pitfalls as well. These are discussed below. No matter how the
recruiter thinks about objections, however, he will get then, and
have to respond to them effectively to be successful.

The first thing the recruiter must do when he gets an
objection is make sure that he understands it. Repeating the
objection, and asking questions to clarify the prospect's meaning
and intent, seems to be common among recruiters. It insures that
they know what the prospect is really objecting to, and it gives
them a few extra moments to plan their approach.

The next thing a recruiter has to do is choose which
approach he will use to counter the objection. Seven different
categories of objections are described below. Each of these
different kinds of objections represent commonly voiced ones that
recruiters hear often. There is no one approach to take in any
form, though some clearly must be handled differently than
others.

The myriad ways of handling objections, however,
represent the vast differences in personal styles of Army
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recruiters more than the differences in types of objections.
indeed, many recruiters think that there are an endless number of
possible objections they can be faced with. Yet It appears, from
the recruiters studied here, that they handle even the widest
variety within their own systematic, stylistic approaches,
regardless of the actual content of the objection. They seem to
respond to its form, or category, and their rapport with the
prospect, within their own abilities and personal styles, much
more than in response to the actual objection itself. This is
In somewhat odd contrast to the fact that within each of their
styles, there are certain overall principles and beliefs that are
common, at least in the actual delivery of their response to any
objection. Clearly, the more flexible a recruiter's style, and
the more choices he has in responding to objections, the better
his chances of successfully handling them. There are nine overall
approaches to handling objections identified below, each having a
number of possible methods within it.

Once the recruiter delivers his chosen approach, he then
must test the prospect to see if his counter to the objection was
successful. In other words, the entire process goes through a
loop: the recruiter first tries to close the sale, the prospect
then counters with an objection, the recruiter clarifies the
objection, picks an approach, delivers his counter to the
objection, then reverts back to closing. In effect, he closes
the loop. This loop continues until there are no more
objections, or until there is an objection that is so strong that
the recruiter cannot overcome It. The consensus among the
recruiters studied here is that there are really no objections
that cannot eventually be handled. They believe they are simply
extending the loop indefinitely in some cases. They believe that
given enough rapport, enough exchange of information, and enough
tinie, they can overcome any objection.

They also believe, however, that there are many cases in
which the prospect's decision not to join the Army is the best
one f or hir at the time. If they believe that the prospect's
decision is an informed one, based on accurate and complete
information, carefully considered, and honestly expressed, they
will honor the decision. They feel this is the best way to
maintain their personal integrity, and their rapport with the
prospect. This is important in case the prospect's situation
changes in the future -- in a way more favorable to enlisting.
This also helps keep up their reputation. within the community,
for supporting the best interests of the prospects. All of this
Is used to feed their referral system, closing the larger loop of
the entire sales cycle itself.

Procedures and Pattern.

1. Understand the objection and decide which category
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it falls into.

2. Decide, based on the category the objection falls
into, and how the prospect has been responding to the
presentation, as well as the recruiter, which
approach to take.

3. Deliver the chosen approach effectively, so that
the objection is either diminished or eliminated
entirely.

4. Test the prospect to determine if the objection
was effectively handled.

The following is a detailed description of each of these
tasks based on the Blueprint section of PCSR sequence #6 in
Appendix B.

Understand the objection and decide which category
it falls into. The recruiter must first understand, and if
necessary clarify the meaning of, the objection. Sometimes
taking a few moments to do this will give the recruiter time to
think of which category the objection falls into, and which
approach to take in handling it. Objections take a number of
forms, but they can be broken down into useful categories.

The recruiter determines which category, or categories,
of the following, the prospect's objection falls into:

1. Fear: It can be assumed that ALL prospects have some
of this, and that it may have to be handled by the
recruiter at some point. The recruiter should be
ready to handle fear at all times, and look for it,
if it is not apparent.

2. Competing goals and needs: the prospect may be
planning on going straight to college. He may have
special family needs, a wife, dependents, or the
like. These are legitimate and must be respected and
addressed.

3. Direct competition: This can come from jobs, other
branches of service, or elsewhere. This is where a
recruiter needs to be a highly skilled sales
professional.

4. Objections of other significant people: The
prospects's parents, girl friend, fiance, brothers or
sisters, friends, or anyone else close to the
prospect can be real and formidable obstacles to
enlistment. These other people may even be direct

48



competition, e.g. members of another branch Of
service. It must be assumed that the recruiter is a
better salesman than the prospect, so it will often
be the recruiter's job to handle these other people's
objections with the same skill as he would the
prospect's. He should always offer to talk directly
with these other people, and respect the prospect's
wishes in this regard. The prospect may ask him for
advice, some kind of help, or to let the prospect
handle it himself.

5. Threatened rapport or trust: The recruiter may have
forgotten or been unclear about something. Perhaps
the prospect has directly challenged the recruiter's
honesty or integrity. He may have heard something
negative about the recruiter, the Army, or some
aspect of the service. These, again, are legitimate
objections that deserve to be respected and handled
with care and honesty. Rapport must be preserved at
all times.

6. Special or emotional objections: The prospect, or
those close to him, zmay have special personal,
emotional, or even religious grounds for objecting to
service. The prospect, or these others, may have
direct knowledge about specific problems in the Army,
e.g. drugs, homosexuality, or abuses of some sort.
These can be difficult to deal with and require care
and a high level of rapport.

7. Utterly ridiculous objections: The prospect may have
some silly objection to service, such as the haircut,
the color of the uniform, etc. These usually mask
some other underlying objection that is more serious.
The ridiculous objection can be taken lightly, but
the underlying one cannot. The recruiter should try
to find out what It is and handle it appropriately.

Decide, based on the category the objection falls
into, and how the prospect has been responding to the
presentation, as well as the recruiter, which approach to take.
Most recruiters, and indeed most salesmen, agree that objections
usually mean that the prospect simply needs more information.
This is a good way for recruiters, and all salesman, to frame
their thinking in that it lessens their own fears and anxieties
about rejection, It allows them to be persistent, it helps them
stay focused on meeting the prospect's needs and interests, and
it keeps them working for the close. The problem with this idea,
however, is that it is sometimes simply not true. Even the TEBA
step in the sales cycle is a great deal more than just presenting
information. When handling objections, many techniques are often
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needed to get the prospect thinking differently about his
position in regard to buying. When this is the case more
information certainly needs to be given, but a great deal else
may be needed as well. Knowing which information, and how to
give it, is just as important as knowing that more is needed.
The recruiter may need to back up all the way to the rapport step
of the sales cycle and begin from that point again, gathering
more information on needs and interests, going through FEBA, and
back into the close, depending on the prospect's responses. This
will quite often take the form of a chain in which the recruiter
slowly moves the prospect through a series of better and better
feelings about the Army, until he is ready for the close. This
overall view should be kept in mind while examining the
individual approaches discussed below.

The recruiter can use any of the following individual
approaches, or any logical combination, to handle objections
(each of these is thoroughly discussed below). Once he has
categorized the objection, he needs to decide which of these to
use:

1. Handle objections by simply giving more information
that will either nullify them or explain why they
aren't applicable (Inform).

2. Believe tension, make the prospect more comfortable,
and reduce the strength of the objection(s) while
maintaining rapport (Relieve).

3. Handle the objection(s) by moving the prospect into
the future (Future orient).

4. Motivate the prospect in order to overcome the
objection Cs) (Motivate).

5. Overcome the objection(s) by challenging them
directly (Challenge).

6. Maintain rapport and clarify the intentions of all
concerned in the face of the objection(s) (Clarify).

7. Redirect or change the meaning of the objection(s)
(Raise level).

S. Negate the truth or the value of the oojection Cs)
(Negate).

9. Raise the level of analysis of the discussion so that
the objection(s) no longer seems important (Raise
level).

50



Table 5

Approaches and Methods for Handling Objections

Approach: Inform Relieve Future orient

Methods% Answer any Comparison Positive
question (4 methods) (5 methods)

Revert to FEBA Vague language Negative
(all FEBA (5 methods) (5 methods)
methods apply) Preparation

Approach: Motivate Challenge Clarify

Methods: Revert to Strong Enhance rapport
Closing (3 methods) Clarify prospect
(3 methods) Subtle Clarify recruiter

(2 methods) Clarify Army

Approach: Redirect Negate Raise level

Methods: Reversal Yes-but Chunk up
Redefinition Counter- Hierarchy of
Alternative example criteria
outcome Double-bind
Combination

Note. This table is a summary of the approaches used to
handle objections and the more specific methods within each one.
See the text for the examples and explanations under each
approach.

Deliver the chosen approach effectively, so that the
objection is either diminished or eliminated entirely. The
table summarizes the methods contained in the nine approaches
listed above. The recruiter will use one, or some combination of
these approaches. Each is fully described here.

The recruiter may handle an objection by simply giving
more information that will either nullify it or explain why it
isn't applicable. Many of the various patterns of FEA are
demonstrated here.

The recruiter can counter objections by giving more
information, just as in FEBA, with C-EX and R/S strategies when
he feels something has not been adequately covered, or if the
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prospect really only needs straight, or more complete, specific
information. Essentially this involves the recruiter going back
to the FEBA step of the sales cycle and all of the patterns
appropriate at that level apply here as well (see FEBA). It
often helps to use the techniques of relieving tension and
maintaining rapport by clarifying intentions, described below, to
bridge the discussion backward to FEBA.

To relieve tension, make the prospect more comfortable,
and reduce the strength of an objection while maintaining
rapport, the recruiter has a variety of procedures available to
him. The following patterns are demonstrated here: CEQ, M4-4,
RE-D, CRI, R/S, MO0, APV, UV, IN, SD, and NEG-COM.

The recruiter will often use "softeners." These will, in
general, make the prospect more comfortable, or more comfortable
about whatever he has objected to. These take two basic forms:
(a) the recruiter can use one of several forms of comparison; or
(b) he can be artfully vague, i.e. less than definitive to keep
his options about what to present open, and force the prospect to
fill in his own details. This is useful when presenting broad
possibilities (see also the section below on redirecting, as
those patterns are generally softeners as well).

There are four different means of setting up comparisons.

First, the recruiter can use CEQ, which is a direct
comparison form, e.g.: "The Army has very large education centers
with education counselors much like your high school counselors,
okay, who will help you in setting up a program ..

Next, he can use RE-D, to redefine one thing as like, or
the same as, another: "Basic Is to help you, not break you." or
"We're not in the killing business, we' re in the peace keeping
business." Or: "We aren't looking only for people who want to
go in for a period of twenty years ... not our purpose ... Our
purpose is to try to open doors ..

As a third method, the recruiter can use 14-4, in one of a
variety of ways. For example he can set up comparing the Army to
a major corporation, and then contrast problems and benefits. He
can do the same by comparing the Army to college or any other
major institution that may have similar benefits or problems.
The comparison itself gets the prospect to think of the Army in
more familiar terms, thus softening its imediate impact.

As an alternative, he can use 14-4 to handle direct
competition from other services by setting up another comparison
that leads to the decision he wants the prospect to make:
well let's say ... Chevrolet had a Trans-Am, they want sixteen
thousand dollars for it. It had no options on it whatsoever. At

52



... another car lot ... had the same Trans-Am that was completely
loaded and still wanted only sixteen thousand dollars for It,
which particular car would you buy?"

Hie could also us M4-4 to set up a comparison so that
someone else close to the prospect who objects to him joining, in
this example his fiance, can have an objection addressed: 0 ... a
job down in Texas where a corporation in Texas calls him and
tells him they have a job for him for a period of one year where
he can make about $75,000 a year. Are you going to stop him from.
going, or are you going to let him go?"

The fourth method of setting up comparisons involves
using CRI and R/S, to make a direct comparison, for example in a
case in which a friend of of the prospect has had problems in the
Army: "Are you the same as Johnny?"

There are five major ways of being artfully vague.

First, the recruiter can use MO (possibility) to suggest
a likely objection that the prospect has not yet stated, in a
gentle and non-threatening way. This is especially useful in the
many instances in which the recruiter detects fear, but hasn't
said so: "Maybe a little afraid ..

He can also use MO of necessity to point out real needs
of the prospect in some situations, especially if the prospect is
under the impression that he can avoid some things if he doesn't
join the Army: "... courses you'll have to take anyway, you can
take while you're in ..

Second, the recruiter can use APV to switch from active
to passive, less specific voice. This can be used to show the
prospect that he has a role in what happens, that he is not just
the recipient of other people's actions (using a bit of humor to
help): "You have to pass the test, you have to pass the
physical. You'll sit down with a career counselor, okay....
dressed just like myself, same type of uniform, same type badge,
probably not quite as good looking as I am, but [APV shift) he's
going to ask you exactly what you want to do, how long you want
to do it for.

He can also use passive voice to lessen the apparent
strength of an objection: "Unless you came from a very rich
family or you do have a lot of scholarships avaiiable, okay, you
could end up behind your peers because you're having to get
student loans ... "P

Next, the recruiter can use U V and/or N along with being
generally vague to leave out specifics and let the prospect fill
in his own details: "Army right now is very pro-education ...
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afford you every opportunity ... given a blank check on that.
You can take as much college or as little as you want while
you're in ... you've gotten education while you were in, you've
kept up with your peers at little or no cost ..

Fourth, the recruiter can use SD to leave out certain
things the prospect may find objectionable. Also, to allow him
to fill in his own solutions to problems: *But, are you grown up
enough, or are you intelligent enough to recognize it when you
see it out there? And if you see it, avoid it."

Finally, the recruiter can also use negatives, as in
NEG-COM, to soften the apparent reality of the objection: "I
don't want to say it is not that way." or: "I can't tell you
it's not there..., but we're like anybody else, we do the best we
can once we find out ... So, no, it is not a major problem you
have to worry about."

The recruiter will often want to handle objections by
moving the prospect into the future. The following patterns are
demonstrated here: FP-CON, A-OUT, P, MR, AS, SPECIFIC, STRAT,
ORD-#, CD, S-CON, K/S, CEQ, and CONS.

First, the recruiter can use future pacing just as in
FEBA. He can take the prospect: (a) to future accomplishments
and good feelings, therefore getting him to want to join; (b) to
anegative future that would be the result of not joining,

therefore motivating him to join to avoid negative consequences;
or (c) to a possible objection that the prospect may have, but
has not yet stated, allowing the recruiter to both anticipate and
handle it before it becomes a problem.

He can take the prospect to a positive future, within an
FP-Con frame, in a number of ways including the following five.

He can, first, use A-OUT to accept the objection and show
how it isn't a problem, for example in showing the prospect how
his girl friend doesn't have to be an obstacle to enlistment:
"...that's fine partner, because we're going to help you, okay,
to take care of her later on ..

He can also use A-OUT along with P and MR for a powerful
effect on the prospect. For example, he may take him to the time
when he graduates from basic training and his parents are looking
on: 0 ... they're going to be touched as you stand there in that
room ... you can be proud that you made the right decision...."

Next, he can use AS, for example to set up a "what if"
scenario, with a little humor to make it even more effective:
"Hey, that's fine partner. You know, there's a lot of what If's
that could fall into that. Okay, let me ask you this, what if
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you did join the program and something else better did come up
and what if I let you out of the program. And would you join
then?*

A third way he can do so is to use SPECIFIC and STRAT to
add realism to his future pacing in a limitless number of ways,

for example: "you can look forward to meeting many more

As a fourth possibility, the recruiter can use simple
presupposition to set up more elaborate future pacing: Ofhen you
go down to enlist...

Finally, as a fifth method, he can use ORD-# and C/D to
specifically describe future events or procedures to the
prospect: "... number one I can test and make sure that you're
qualified for the programs, I can tell you about
..I can get your application paperwork ready, and I can

schedule you to go down and process for enlistment." This can
also be used to strengthen the recruiter's description of what he
thinks the prospect should do: "First step in the right
direction..."

To take the prospect to a negative future, the recruiter
can use a combination of P, S-CON, R/S, CEQ, and CONS, making the
prospect feel that he should join to avoid certain consequences:

"..hey, if you're not prepared to do that, you're not ready
for the service..., you've got to try the best that you can. If
you don't try, then for the rest of your life you're going to
regret it. You're going to say, why did I give up?"

He could use P, within FP-CON, to prepare the prospect
for future problems that could arise: "... there's a lot of guys
out there that's probably going to be up ano down your back for

The recruiter will sometimes motivate the prospect in
order to overcome objections. The following patterns are
demonstrated here: AS, M-4, A-OUT, No, and RE-D (see also
Closing).

The recruiter may motivate, or direct the prospect, in
some circumstances, such as procrastination as in closing (see
Closing). He can do this in a number of ways, and by combining a
number of patterns. For example, using a combination of AS, M-4o
A-OUT: "... partner, you know procrastination is human nature.
Everybody does it and we always put it of f.... I'll go wash my
truck next week ... next week never gets here." Or, using a
combination of NO and RE-D: 0... what you really need to do is
sit down and make a decision."

The recruiter may be able to overcome objections by
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challenging themi directly. He can use direct challenges to
overcome objections, in one of two ways: a) a hard and direct
manner; or b) a soft and more subtle way. Either can be used
with either the prospect or with someone else close to him who
presents the recruiter with an objection. The following patterns
are demonstrated here: CRI, P, CEQ, S-Con, M-4, and softeners
(see above).

Strong, hard challenges can be used in one of several
ways.

The recruiter can use CR1 to get the prospect to make a
decision: "... are you going to let her make the decision? if
so, then we need to talk to her, we don't need to talk to you
right now."

He can also use presupposition, for example to express
disbelief at the objection: "Now you're really not ... serious
about this. You're not jerking my chain are you?" This can also
be used to directly challenge the prospect's abilities and
readiness for military service: "... well good luck to you.
When you grow up a little bit more, come in and see me." Either
of these first two can be used to set up future facts or benefits
the recruiter may want to present.

Third, the recruiter can use a combination of P and S-CON
to challenge the prospect's abilities, motivating him to take the
challenge and want to join: "... listen, guy, I got girls that
can go through basic training and they made it."

Instead of hard, direct challenges, the recruiter can use
more subtle challenges in one of several ways.

First, he can use a combination of CEQ and S-CON to
overcome the objection of the prospect's girl friend to his
leaving to join the Army: "... if you're not willing to wait..
marriage wouldn't work anyhow. Also with the prospect: "if your
goal ... and you don't have the money ... then the Army can
help."

Second, the recruiter can always set up a M-4, with which
the above can also be combined with softeners, as above, in
handling the objection of the prospect's girl friend: 0 ... a job
down in Texas where a corporation in Texas calls him and tells
him they have a job for him for a period of one yeaz where he
can make about $75,000 a year. Are you going to stop him from
going, or are you going to let him go? ... If you are not willing
to wait ... marriage couldn't have worked out in the first

plc."The recruiter will want to maintain, or even enhance,
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rapport and clarify the intentions of all concerned in the face
of objections whenever necessary. The following patterns are
demonstrated here: PF, P, MR, IN, HO, CEQ, and RE-D.

The recruiter can always stop the direction of the
discussion, and back up to some prior point. This can be: (a) a
re-setting of the entire frame of the discussion, whenever
necessary, to maintain or strengthen rapport; (b) a clarification
of the intentions of the prospect; (c) a clarification or
explanation of the intentions of the recruiter; or (d) a
clarification of the Intentions or purpose of some aspect of the
Army itself.

To maintain or re-establish rapport, the recruiter can
use P and MR, within the pace frame: "What is there to think
about, partner ... is there something that I didn't answer?" Or
a bit more directly, in the form of a statement rather than a
question: "... well hey partner, look evidently there's
something else, okay, that we haven't hit on yet. What is it?"

Sometimes it may be to the recruiter's advantage to stop,
apologize, back up, and recapitulate what has been discussed to
re-establish rapport, in response to the prospect pointing out
some need the recruiter has missed: "Oh, yeah, didn't I mention
that? I'm sorry, we got carried away, we were talking about your
training, we were talking about your travel, you know, and you
being able to support your family, okay. Well yes, we do have
the Army college fund ..

To clarify the prospect's intent, when the recruiter
hears an objection, he can use IN, MO, and P: "... are you
planning on maybe getting married to this girl later on, okay?"
Or: "What is it that you're looking for the Army to do?'

For the recruiter to clarify his own intent, on hearing
an objection from the prospect, he can use a combination of IN
and CEQ: "I'd rather be honest with you and have you walk out of
here, okay, than lie to you and have you come in." He could also
use a combination of P and RE-D: "Some people say an Army
recruiter is the biggest liar in the world ... only here to help
you ... I can't put you in the Army. I can help you get in the
Army." These, obviously, are especially useful when the
recruiter's intentions, or integrity, have been directly
challenged.

Sometimes it is useful for the recruiter to explain the
purpose or intention of some aspect of the Army, in response to
an objection using RE-D and IN: "Basic training is meant to help
you ... not break you."

To redirect or change the meaning of an objection,
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whenever the recruiter thinks it's necessary, he can use a
variety of procedures. The recruiter can redirect or change the
meaning of the objection, so that it really means something more
in line with joining the Army than preventing it. The three
primary methods for doing this are: (a) reversals, (b)
redefinitions; and (c) alternative outcomes. These can also be
effectively used in (d) combination (see FEBA for more uses
of these patterns). The following patterns are demonstrated
here: C-LINK, P, LP, MR, IN, RE-D, A-OUT, R/S, C-POST, CEQ, MO,
AWARE, UV, APV, UQ, and NEG-COM.

The recruiter can set up reversals in several ways. He
can use a combination of C-LINK, LP, and P: "It's a good thing,
though, to be a little hesitant like that. Because you're going
to make sure that you get everything that you're looking for."

He can also use a reversal, for example, in handling an
objection of not wanting to leave home, to show that parents'
love can be the reason to join, rather than the reason
not to. He may use a combination of MR, IN, and P:
" truly your mother and father love you ... you love them ...
protecting your parents by serving your country."

The recruiter can use RE-D in an almost limitless number
of ways: "I'm not manipulating you, I'm just giving you
choices." Or: "You're not leaving home so much as doing
something vitally important for your country." Or: "You're not
leaving your parents, you're protecting them by serving your
country."

The recruiter can set up alternative outcomes in a
variety of ways using A-OUT and P, for example: "Now when would
you like to make your parents proud, would tomorrow be too
early?"

Best of all, he can use all of the above in combination,
adding in more patterns. Using R/S, A-OUT, C-POST, CEQ, RE-D,
MO, and presupposition: "...you want to call that manipulation
going into the Army? Fine. You get manipulated every day of
your life. How? Well, teacher manipulates you ... parents
manipulate you ... If you go down to the store and you want to
buy something and talk to the salesman, he's going to manipulate
you ... So is it really manipulating or is it more or less
giving you information and letting you make your mind up."

He can also set up a M-4, comparing the prospect to
himself, using R, IN, AWARE, and P: "... truly your mother and
father love you ... you love them ... couldn't have made it where
I am right now if my parents wouldn't have cared ... they are
very happy people ... (yours] are very happy people, too ...
going to be doing something vitally important ... protecting your
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parents by serving your country ... they know that you're doing
something vitally important ... "

He can also use a combination of UV, APV, UQ, C-LINK, LP,
NEG-COM, C-POST, and P to redirect an objection using all of the
above in combination: "Are you a little scared? If you are,
hey that's normal, partner. Everybody's a little scared but it's
good, too, because it's going to make you a little cautious, make
sure that you get everything that the Army has to offer you,
available to you in writing before you enlist. So don't be
afraid to admit that you are scared."

Sometimes the recruiter can actually negate the truth or
the value of an objection. He can do this by one of two methods:
(a) YB-CON, C-EX, or a combination of the two to directly negate
or overwhelm the objection; or (b) DBF to block the prospect into
a tight framework of thought, forcing him to realize that he has
no real choice about the objection, at least in the way he has
presented it. The following patterns are demonstrated here:
C-EX, YB-CON, MF, SD, N, SCO-AM, P, FP-CON, S-CON, DBF, TENSE,
APV, and C-LINK.

The recruiter can use both C-EX and YB-CON, in a direct
challenge: "We got drug problems, but I'll bet you, I'll take
you up to the college campus and I'll show you more drug problems
than I will in the military." Or perhaps: "... if you're
working with any major corporation, right, now they follow
certain dress codes. You know, if you're working with IBM or
Xerox, you're not going to go to work with earrings in your ears
and hair all down your back, you know."

He can also combine YB-CON, MF, SD, N, SCO-AM, and P tc'
negate the objection from the start, suggesting through the
presupposition that the prospect actually wants the recruiter to
do so: "I realize you don't want to leave home, but I want to
tell you about something that's really going to help you out."

He can set up double binds using a combination of FP-CON,
S-CON, DBF and P to create a safer environment for the prospect
to think about what is being offered: "... you'll maintain your
friendship throughout the time ... If not, okay, you pick up
another friend ... "

He could also combine FP-CON, DBF, YB-CON, TENSE, APv,
and C-LINK in an interesting way: "So, you missed a semester of
being on campus, but you've gained a semester of college credits
and when you enroll, you're now not a first semester freshman ... "

One of the more sophisticated ways for the recruiter to
handle objections is to raise the level of analysis of the
discussion so that the objection no longer seems important. He
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can so so using C/U or HOC: (a) to make the objection seem
unimportant when compared with higher or wider issues (see also
comparisons above); or (b) to show that the objection applies
equally throughout a wider range of people, or even society as a
whole, as it does to the Army -- again diminishing its
importance. The following patterns are demonstrated here: HOC,
R/S, C/FS, C/U, CONS, IN, AS, RE-D, C-POST, P, AWARE,
PF, TENSE, SUB-T, C/U, C/D, MF, and T-LINK.

The recruiter can use the prospect's HOC along with R/S
and C/FS very directly: "... isn't a little bit of your vanity,
okay, worth the $25,000 you're going to get for your education?"

He can use a combination of HOC, C/U, and CONS to handle
the objection of a mother to her son's enlistment: "... if all
mothers felt the way you do, you wouldn't be experiencing your
freedom now ..." To further overcome the objections of this same
mother, the recruiter can combine other patterns with the above,
and point out that people who enlist allow the opportunities for
others to go to school, pursue their goals, etc., using IN, R/S,
AS, C/FS, RE-D, C-POST, and P: "... if all ... felt that way,
you wouldn't be experiencing your freedom ... what they're doing
is ... allow your son the opportunity to at least get his high
school diploma
,.. what you should think about is allowing the next person
coming along to get their education, or is he too good to allow
somebody that opportunity? ... your country runs on the backbone
of sons just like yours."

The recruiter can point out that the prospect's objection
applies equally to others using C-POST, AWARE, R/S, C/FS, PF,
TENSE, SUB-T, and P: "Do you know all the people that will be
there? ... There's a lot of people going to be in the same
situation out there, okay. Guess what, they're all going to be a
little scared, too. You've already got something in common."
This is part of a wider method of setting up fantasies
effectively (see FEBA).

He may also use C/U, C/D, C/FS, HF, T-LINK, and P to
point out that other major institutions have the same or similar
problems as the Army: "I don't care if it's fire department,
police department, Army Reserve, some people sneak in and get
through and then they become known once they are out ... There
are these elements in the Army, in the Navy, Air Force, Marine,
at IBM, at the school you go to. It's everywhere."

Using this same method on a smaller scale using C/FS,
C/U, C/D, RiS, for example in relieving the fears of a woman
about her ability to complete basic training: "the program is
geared for the females. You are not in competition with the
males in basic training ... "
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To test the prospect to determine if the objection
was effectively handled. The recruiter simply moves back into
closing to get a response from the prospect. He'll, of course,
use the various patterns of closing here (see Closing). The
result will either be agreement or another objection. If he gets
agreement, he knows he handled the objection just fine, and he
can finish the closing. If he gets another objection he can
continue however he needs to in order to handle that one. if he
gets the same objection, he can try another method of handling
that one.
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APPENDIX A

PROTOCOL CODING WORKSHEETS AND LOGS

Coder: 2 Subject: A

P# I REF 1 CYCLE TOPIC
1 12(3) IN/A lFeelings about success

2 14(6) IM/A 1Belief about working context

3 15(3) 'Pros.M/A !Attitude during prospecting, handling NO

4 15(8) IPros.-UpiBuild meaningful volue, the right people

5 17(1) IPros 'Rules of prospecting

6 113(2) Whole IViev of the cycle itself

I ICycle I
7 113(8) 'FEA,H-O IBeliefs, rules and demonstration about 3-0. fear
8 114(7) 13-0 !Anticipate and handle objections. Future pace applicant

1 I !through recruiting cycle

9 116(3) :H-O ITo downplay objections by using reality. comparisons,

I I0 land other techniques

10 117(5) IClo Beliefs and rules about closing

11 118(2) !N&I Rules and beliefs regarding Wi!

12 118(6) IFEBA !Paint a picture for the kid of adventure training

13 119(5) IFERA.H-O !Handling objection about falling behind peers in school

14 !20(5) ITEA 'Same as above, but about future job trLining

15 :22(5) 'Clo !Trial close

16 122(13):Pros !Prospecting beliefs, rules, strategies

17 '24(12):Pros !More beliefs about prospecting

18 126(1) !Pros Rules and beliefs on vorking vith schools in prospecting

19 '27(3) !ProsOth Beliefs and rules about prospecting and time sanageuent
20 130(7) 1ProsN&,1Rules, beliefs, techniques about N&!, 1EA Cat levels

I IFEBA
21 132(7) IPre-Q !Pre-Q of applicants - quick assessments

22 134(7) IM/A IMotivation and attitude beliefs md rules
23 137(6) 1I-0 lhandling objections: primarily girl friend problems
24 139(3) 13-0 lRandling objections, primarily haircut, procrastination,

*1honesty
25 141(4) hRapFElAIVievs about personal style in rport and VERA

26 143(3) !Pros.ap.lDealing vith school guidance counselors
'I I'Z A I

27 145(3) 1ERA 'Talking with kid about comparing services
28 147(5) FEAII-0 ',Handling objections, FEA, together

29 149(1) '-0,M/A IPracticing handlini objections
A-1



PROTOCOL LOG

Coder: 2 Subject: A

P# REF .1 CYCLE TOPIC

30 151(2) 'Pros 1Prospecting beliefs and rules -- *p. referrals

31 153() if-Up Ihollow-up on people after basic and vith family

32 156(3) !Clo !Closinz. handling procrastination, sotivatiug applicant

33 158(3) 1CloM/A 19andling uaking uission in the context of his style

34 161(4) IWole IDescribes cycle from the point of viev of the applicant

I Icycle 1
35 165(7) 1M/A tIotivating yourself as a recruiter

36 166(6) ?7ros trospecting rules

37 169(3) ICloM/A IMaintaining his sotivation in closing

38 171(4) IM/A IM/A rules and beliefs

39 176(2) !Pros tUnderstandinh vho to prospect

40 177(3) 1H/A ISelf-motivation strategies

I A-

I I

* I

I I B
I I I ,

* I I

I I I

I I I

* I I

* I I

* I

* I I
I I I .

I I I
I I I

I I I

* I I

* I I

a I

I I

t 1

I I I

I I I

* I I

* I I

I I I
l I I ,
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PROTOCOL CODING VORISEUET

2. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 1 CROSS-REF

Purpose: feelings about success

Cycle: Pros_ Rap_ Qual_ 9&1. FEA Clo_ a-0 DaP_ F-UP_ H/A x Oth

Setting: General

Ringe: REG (p. 2 par& 3 line 7) END (p. 2... par 7 , line 21 )

II. COMUNICATION STRATEGIES

BIL[Kf:l - Feels he's done a good job if he accomplishes sore than his mission. If he

only makes mission he feels he did as he vas supposed to. If he doesn't make it

he is OK if he knows he did all he could.

R=LE: 1 - If he misses mission, he "looks back," "says" nothing he could have done,

did all he could, then he can still be satisfied.

SALES DECISIONq DECISION
EQUZNCI: CYCLE STATE INTER PRIMARY PATTERN STATE EXIT TEST

I I I

Feeling
1. H/A unsuccessful Strategy Feels ok Look back

2. I I S

3. I I I I
I I 'I I

I I I
I I I

4.1 1 '
I S S

5 I 5
__ __ __ __ __ __ _I __ _ _ _ _ _ _ _ _ _ _ I _ _ _ _ _ _ _ _ _ I_ _ _ _ _ _ _

I I I

6.II I
I A 3 I IA- 3



111. COWOUN1CATION PATTERN~S

VERVIZEW: Rules about success ard failure

?RIDIC&TZ: Vis x Aud z Kin x Oilf-Gus___ Uns_ Specific x

STWZAII
iDUTIJ C: I-R__ I-Q__ X-C__ I-A I-_ P-C__ Ot_

?ATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
CoioN
PAT'ELNS: STRAT Describes sequence, feels satisfied

PATTERN OPERATOR TECHN ICAL RESULT OR OUTCOME EXAY..E

PATTERNS:

aAa

a
a

I a



PROTOCOL CODING VOZKSBET

1. BACKGROUND INFORMIATION

I.D.: Coder 2 S A SEQ 2 CROSS-REF

Purpose: Belief about vorking context

Cycle: Pros_ iap_ Qul_ N41_ n_ lRA. Clo,_ -0 DEP_ F-UP_ M/A x Oth

Setting: Individual vs. team stations

Range: BEG (p. . . par&.6. line 4l) ND (p. 4 para 6 line 48 )

21. COMMUNICATION STRATEGIES

UZLU:l - Working as an individual, but part of a team is the ideal

RUiLE:

SALES DECISION DECISION
SEQUNC: CYCLE STATE ENTER PIMARY PATTERN STATE EXIT TEST

I I I II I I I
z.I I I

I I
* . I II

3.I I II

4. ,
3i A-5I I I

6.I I



RlOTOCOL CODING VORI .SZET

2. 1ACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 3 . CROSS-REF

Purpose:

Cycle: pros x Rap__ Qual_ N&I rEBA CIO__ B-0 DEP_ F-UP_ ./A x Oth

Setti*4: ften

Zae: BIC (p. 5 par& 3_ line 19) END (p. _. _, par& 3 line 37 )

1. CO1OUNICATION STRATEGIES

BflZXT:l - Many people are afraid of "no" or rejection. Don't be, eventually you're

going to get a yes.

NLM.: 1 - Don't sweat the small stuff. KeeR on truckin'. Eventually someone viii

vant vhat you have.

SALES DECISION DECISION

SEQUCz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
- I I

I i

2. 5 5

S I I II

SI I
a I .

a I

d. I __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
7 I

I -I



Il. COMMUNICATION PATTERNS

DVERVUIW: Attitude on prospecting is keep on going, it viii work if you keep at it and
don't let it get you down. Uses uetaphor of asking every girl that goes by
for a date.

RIEDICI: Via___ Aud z Kin x Olf-Gus_. Uns x Specific

SDWIT!C: I-R___ I-Q__ I-C I-A.._ -. P-C z Oth

PATTERN OPERATOR TECONICAL RESULT OR OUTCOME

PATEMIs:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME k)LXA!PLE

PATrEMS:

A-7



PRO70COL CODING VORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 4 CROSS-REF

Purpose: Build meaningful volume. not just volume. Belief about getting the right

Cycle: Prosx Rap_ Qual_ N&I__ FlA Co H-0 DEP_ F-UP x M/A_ Oth

Setting: Phone prospecting and elsewhere

Range: BEG (p. 5 ,par& 8 line 42 ) ND (p. 6 para 1 line 25)

2I. COMMUNICATION STRATEGIES

3W1.M13:1 - Recruiters often build meaningless volume, just to prospect. Anybody can

set up appointments just to do it, but it isn't vorthwhile. The attention span

of high school seniors and graduates is about 3-4 days. so you have to follow

up with them and not let them slide. Also, again, don't be afraid to talk to

people.

RULE: I -Follow up after 3-4 days.

SALES DECISION DECISION
MQMDIN : CYCLE STATE ENTER PRIARY PATTERN STATE EXIT TEST

"-- a I a -

II I

2.
II II

,4
1. I I IA

I I I

ae I I

a I a

___________ _______________ ___________________ I_________-_____



REPORT TYPE: PCW
I.D.: Coder 2 S A SEQ 4 CiROSS-REF

BLOCK
DESCRIPTION CONTINUATI ON

PURPOSE: people, and understanding how their attention vanes.

A-9



PROTOCOL CODING VORKSHUT

I. ACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 5 CROSS-EF

Purpose: Rules of prospecting

Cycle: Pro&x Rap__ Qual__ N&I fEBA Clo_ U-0 DEP F-UP__ M/A_ Oth

Setting: General

ige: IEG (p. 7 ,para I . line 1) END (p. 7 par& iL.. lne 15 )

I1. COI4UNICATION STRATEGIES

3flMU:l - Follow these rules. the basics. and you'll do OK.

U3M: I - Overcome fears of rejection.

2 - Go out and meet people, or pick up the phone.

3 - Set up good. appointzents.

4 - Conduct good appointments.

5 - Make follov-ups when they've scheduled them.

SALES DECISION DECISION
UQUNCE: CYCLE STATE ENTER PRIWAXY PATTIRN STATE EXIT TEST

6.

I . I a
* a

3. I g

r r
2. _________ ____________ _______________ __________'___

e|I Im I 7

* I AIIa

-- I ,i md # I I I



PROTOCOL CODING VORE. SET

1. IACKGROUNI INFORMATION

I.D.: Coder 2 S A SEQ 6 CROSS-REF

Purpose: Viev of the cycle

Cycle: Pro lap__ Qual_ Il FElBA_ Clo 1-0 DEP_ F-UP H/A_ Oth x

Setting: General

iage: BI (p. 13 , para 2 line 3) END (p. 13 ,para 2 , line 9 )

1I. COMUNICATION STRATEGIES

ZZLXW7:1 - Steps in cycle: 1) set up appointment, 2) establish rapport, 3) determine

what applicant needs most, 4) TEBA, 5) U-0.

12M : 1 - To not be afraid of objections, look for them, anticipate them.

SALES DECISION DECISION

SIQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

6.

* a- I II I I a
____. _____I ____________I _______________ ___________ I

, , I I
3.I I S a
2._________I _____________I ________________I _____________I_________

0 I a
+.I I a '

I 7 1a a I S

I I I I

7 7 r-
5. I I I I

a a I I

A-'il



PROTOCOL CODING VOULSEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ 7 CROSS-REF

Purpose: Seliefs. rules and demonstration about handling objections. Primarily handling

Cycle: Pros_ Iap__ Qual_ I FEBA x Clo__ H-0z DEP_ F-UP_ M/A_ Oth

Settisg: As described, in person

Range: BEG (p. 13 . pars, 8 , line 15) ED (p. 14 , pra 3 , line 30 )

I1. COMUNICATION STRATEGIES

SELXF:I - Objections are a vay of asking for sore information.

2 - 7here sust be a reason for the objection.

3 - If you keep asking questions they vill tell you what you need to knov.

- The main reason people object to the Army is fear.

5 - If you confront them with the fear issue, they will admit to it.

6 - If you take the Army "out of the picture." it viii lessen the fear enough

to make a presentation of the benefits.

RULE: 1 - Keep asking questions about the objection.

2 - Confront the fear directly.

3 - Take the word "Army" out of the picture if necessary.

4 - Compare the benefits directly with other possibilities.

SALES DECISION DECISION

SZ EMCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

* I

I |I I
I I I

1.I IaI

I ____________I__________ _ _ _ _ _ _

eI I 'I
I I I

2. I I _

Ii '

6.I I I
I I
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REPORT TYPE: PCW

1.D.: Coder 2 S A EQ 7 CROSS-REF

3LOCK
DESCRIPTION CONTINUATION

PURPOSE: fear, getting applicant to aduit that fear is an obstacle and that just

the thought of the Army is frightening.

A- 13



III. COMMUNICATION PATRNS

OVRVEW: Confronts fear gently using MO. Then takes the word "Army" out of the
picture by changing it to CPTI CoUoration. 7his sets up isomorphic
metaphor in vhich he presents Army benefits within the CPTI Corp. structure.
Tis is a brilliant use of metaphor and several perspective changers and
information assumers and embedders.

IRZlIC&TZ: Via x Aud x Kz Olf-Gus. Uns . Specific

SYWI
IWfNLTC: X-R__ Z-Q I-C I-A x 1-2 P-C x Oth PF

PATERN OPERATOR TECHNICAL RESULT OR OUTCOMECOMMION

PAT/E S: NO Softens and confronts

("Maybe a little afraid..."

CE Makes fear all right

("fear leads to caution")

aPkes fear all right

("fear is normal")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.XF..E
UNIQvE
PAT'1.JS: STRAT K -> U goes from kinesthetics to unspeci- 15(2)

fied, lessens fear

RE-D A-R-M-Y - C-P-T-I, safer, more familiar 13(10,41)

FEBA 14(3,25)

aA a



ILEPORT TYPE: PCW

X.D.: Coder 2 S A SQ 7 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON 1

IPATI7IRS: RE-D Fear , caution, making sure to get vhat you vant

M-4 Army a CTI. a business, safe, understandable, accepted

?y All the vay through he coments on the Ps needs/beliefs

M(R See PF

A

II
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PROTOCOL CODING WORIJHSlUT

I. SMCKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 8 CROSS-REF

Purpose: Anticipate and handle objection before it is stated by the applicant. Future

Cycle: Pro$__ Rap_ Q"l_ N&I__ FEBA Clo x B-Ox DEP F-UP M/A_ Oth

Settin: In person, but some could be used over the phone as well

NLnge: 3IG (p. 14 . para 7 , line 39) END (p. 16 , par&. . line 12)

1. COtO4UNICATION STRATEGIES

3ILWXF:l - If you lie it vill always come back to you.

2 - Can't "put" a kid in the Army. he can only "help" his and each has certain

responsibilities in the process.

3 - "They respect it a little more and ... more open if you are completely honest

vith them.

4 - Long-term advantage to honesty is that it pays off in the co=unity.

5 - If he gives the kid "this great scoop on" basic training, it helps the kid

and his own credibility.

RU=E: 1 - Never blatantly lie to a kid.

2 - Fill them in on the whole process.

3 - Keep it light but serious - lay the kid on it.

SALES DECISION DECISION

zzQUCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
I I I

1. .- O lCaught surprised!Clarifies for time hlelaxed/control :Unspec.
1' ;States objection I

2. 8-0 'Senses mistrust 1himself IControl lUnspec.

3. I ___
S, I I
I I I I,

5.I ' ' I
II I I

•lI I I

I i I I

6. I I a I eml m l
m m a

M m 
m

mm l m mmmmm ee



UPORT TYPE: PCW
I.D.: Coder 2 S A SEQ 8 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

PURPOSE: pace applicant through recruiting cycle

A- 17



212. COMMTUNICATION PATTERNS

VERV1ZU: Will sometimes clarify to stall and get time to think of a ray to handle an

objection. Will not lie to a kid. Will give kid very careful view of the

responsibilities and procedures for enlistment. Uses an unusual technique of

active and passive voice switches to sake it seem safe and easy for the kid

while be describes it. Sets up the descri15tion with the "old adage -the

biggest liar in the world is an Army recruiter."

?ZEDZC&72: Via__ Aud x Kin x Cif-Gus__ Uns z Specific

STrAx
SV4ANTXC: I-R Z-Q__ I-C I-A 1- _ P-C z Oth

PATTERN OPERATOR UCHNICAL RESULT OR OUTCOME

COMMON
PATTRANS: RE-D biggest liar -> oly here to help you

. Army is desirable, you need help. I'11 give it

FP Describing cycle helps prepare applicant

?ATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

P&T7LNS: AFV Active K predicate -> passive U, A predi- 15(2)
cates for safety

A-18
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PROTOCOL CODING VORSHEET

1. BACKGROUND INFORMATION

=.D.: Coder 2 S A SEQ 9 CROSS-EF

Purpose: To downplay objections by using reality, comparisons, and other techniques

Cycle: Pro__ lap__ Qu1_ N&I VEAA ClO -0 x DE__ F--__ K/A__ oth

getting: Randling objection, usually face to face, vith P vho has heard bad things of R

lange: BEG (p. 16 . par 3 , line 23 END (p. 17 . par 3 , line 10)

I. COOIUNICATION STRATEGIES

ZIL3W7:1 - If you fail a course in training, or have nome other serious problem, it

isn't a reflection on the Army, but on you.

2 - People are different, so just because one had problems, it doesn't uen

others vill.

IDLE: 1 - Must be honest.

2 - Use reality, truth, to your advantage

SALES DECISION DECISION
SEQUENCE: CYCLE STATE INTER PRIMARY PATTERN STATE EXIT TEST

IReality statements/ I I

_. _-0 ,Feels threatenedcomparisons IControl tUnspec.
SI I I

2. I I I _
I *1I I
I I a I3,. ______ ________ __________ ______________

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ a _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ __O _ _ _ _ _ _ I I I
I I II

I I 1 I

ae I a I

6.I a a
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111. COMMUNICATI ON PATTERN4S

OVERVDJ:

PRIDICATZ: Via Aud x Kin x Olf-Gua.__ Uns x Specific_

SIUTIC: I-i__ I-__ I-C I-Ax I-__ ,-C _ Oth

PATTERN OPERATOR TCECHNICAL RESULT OR OUTCOME

PATT.INS: RI Comparison betveen kid with problems and applicant

CD Specifics of problem used to show reality of situation

P Comparison shows differences, sets kid up for acceptance

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA..,.UIIQUE ..

PATRS.
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PROTOCOL CODING WORUSHErT

I. BACKGROUND INFORMATION

1.D.: Coder 2 S A SZQ 10 CROSS-REF

Purpose: Beliefs and rules about closing

Cycle: Pros_ Rap__ Qual_ N&I__ flRA. CIO z a-O__ DEP_ F-UP_ M/A_ Oth

Setting: Various

3ge: IG (p. 17 , para 5 , line 14) t (p. 17 . par& 7 line 49 )

II. CONKUNICATION STRATEGIES

ZI K.LW:1 - The hardest part of training most recruiters - auking for the close.

2 - Everyone, deep down inside, hate. to be told no.

3 - No matter what you do, you still may get a no.

4 - Kid may not have the option to say yes.

5 - Most parents are skeptical, they want proof of what's best for their kid.

6 - You knov when to ask for the close by paying attention.

7 - You may not have to formally FEBA, it depends on the kid.

U111: 1 - Don't be afraid to ask for the close.

2 - No time limit with a kid for asking, just vhen he feels the kid is starting

to agree.

SALES DECISION DECISION
SEQU[NCI: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

________________

6. __ _ _ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ _ __ _ _ _ __ _ _

2.A-,2

4.II

5.IIII
6.i

I I A-21



ROTOCOL CODING VOZSEUET

1. 3ACKGROUNI) INFORMATION

I.D.: Coder 2 S A SEQ 11 CROSS-REF

Pu-pose: Rules and beliefs regarding N & I

Cycle: Pros__ lap__ Qual_ I. x FEA__ Clo B-0 DEP__ F-UP. M/A_ Oth

Setting: Face to face

angse: BEG (p. 18 , para2 , line 7 ) END (p. IS , para 4 line 33)

1. COfNICATION STRATEGIES

BIL H:I - It's important that he understands everything that's available to him.

2 - Even if he vas looking for one thing, there may be something else that's

important.

3 - Later in life he may have different interests.

4 - Very few people want just one thing out of the Army - there's always some-

thing else.

5 - If you paint the picture for him so that he can visualize it in his mind,

it's easier to get him to understand.

RDLE: I - Eventually you reiterate everything that's available - college, different

options. etc.

SALES DECISION DECISION
SEQUXCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.I I a
I i I I

g I a

__ _ _ _ _ _ _ _ _ _ __ _ _ _a_ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ I __ __ __ __

2. _________ I ___________ ______________ I ____________ ______

4. I I a
A-22a*. 7 1

I a
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PROTOCOL CODING WORUSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ 12 CROSS-REF 2All

Purpose: Paint a picture for the kid of adventure training, in this case

Cycle: Pros_ Rap_ Qual_ I_ FERA x Clo__ H-0 DIP_ F-UP_ M/A_ Oth

Setting: Yace to face, vhen kid is interested in adventure

Range: RIG (p. 18 , par 6 lne 35 ) END (p. 19 ,par& 1 ,line 32 )

I. CGOMUNICATION STRATEGIES

3LIF:See SEQ 11

I.m : See SEQ 11

SALES DECISION DECISION
fQUINCI: CYCLE STATE INTER PR:IARY PATTERN STATE EXIT "rS:

a I
J, a
S, I

j 7 1
S S

3. I I _ __ _

4.5
IA- I

6. a '
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11. COMMUNICATION PATTERNS

WRiTIZIV: Guided fantasy/description of jimping out of an airplane to give the kid
as such input as possible about real unique, unusual, adventure training.
Excellent pass&ge.

"iEDICAI: Via x Aud x Kin x Olf-Gus__ Una A Specific X

smAx/
KDUIhMlC: I-R I-Q_ I-C_ I-A 1-I I ?-C x Oth 1G

PATTERN OPERATOR 7UCENICAL RESULT OR OUTCOME
COMMON I
JPATW.NLKS: STRAT Starting vith V ->K and leading to U relieves tension.

CEQ Jumping out of plane - bizarre, hint about unusual

?i3G New behavior generator - a"sociated view of experience for
effect

SPECIFIC Kinesthetic predicate - tomach tight, now relaxed --
adds to realist

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMLE
'UNIQUE
PATTERNS: NXG-Q Adds excitement 19C1.11)

("Why don't you feel...")

A-24
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REPORT rPE: PCW

I .D.: Coder 2 S A SEQ 12 CROSs-REF

PATTERN OPERATOR TECHICAL RESULT OR OUTCOME- ON
PAT77RNS: SCO-AJM "Let's do it again," i.e. join the Army and do it

CRI Helps assoc/dieassoc. for realism

A- 25



PROTOCOL CODING VORZSUET

2. ZACKGROUID INFOATION

2.D.: Coder 2 S A SEQ _13 CROSS-REF

Purpose: undling objection about falling behind peers in school and simultaneously

Cycle: Pro$_ Rap__ Qual_ N.l FVEA x Clo_ 1-0 z Dp_ F-Up_ M/A_ Oth

Setti n:

Bange: REG (pj. 19 , para 5 line 41) END (p. 20 . para I , line 41 )

21. COMMUNICATION STRA72GIES

&3IL :l - See SEQ 1. Also, you can actually set ahead in your education, and finances,

by combining *ducation vith the Army.

21.: 1 - See SEQ 11.

SWAS DECISION DECISION

iQUVINCI: CYCLE STATE ENTER ?RVIhAY ?ATTEII STATE XIT TE ST

a '
I Ia

2.

I I I

3. __________ , _____________ _.

A-26



IMPORT TYPE: PCW
I.D.: Coder 2 5 A SEQ 13 CROS-RE__

BLOCK
DESCRITPTON CONTINUATION

PURPOSE: shoving the benefits of continuing through the Army.

I

{ S

I
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221. COMM'UNICATION PATTERNS

OVZIVIZi: Puts loins to college vhile in the Army in a different framework by showing
that it actually puts you &head of your peers instead of behind. Mostly
sells money for school. Anticipates objections before they're stated.
Teaches kid sorting all the vay through this example.

PKZDICLTI: Via x Atud__ Kin z Olf-Gus__ Uns Specific

SAIXU C: -R_ I-Q_ I-C I-Axz 1-. 1-C z Oth FP-CON

PATTRN OPERATOR TZCENICAL RESULT OR OUTCOME
C€OON

PATZINS: CZQ Army counselor a IS counselor, familiarity

14 Cost savings. etc.

Uv Lots of these throughout to alloy kid to fill in.

A-OUT Instead of being behind you're ahead, compared to
friends.

FP-CON 7h. whole thing is future pacing to go in and get
college

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME E XA.M LE
UnIQUE 1.
PATTZRNS: AFV Seems to lessen importance of objections throughout

STRAT VA,K ->U; same as above, and allows kid throughout
to fill in his own ideas once the frame
is set

A-28
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REPORT TrPE: PCW

I.D.: Coder 2 S A SEQ 13 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON
PATfRJIS: NO Courses you'll "have to take" - so this is boy: Army

Rvith p Lots throughout to allow his to guide the kid forvard

I
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PRO1DC1L. CODING VORKSMT

1. IACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 14 CROSS- _F

Purpose: Same as above, to paint pictures, but about future job hunting in this instance

Cycle: Pros__ Rap_ Qual II ,Fl]A x Clo 5-0 DEP__ F-UP_ H/A. Oth

setting: VIBA on leadership skills, in person
Lage: KG (p. 20 , para 5 , line 47) D (p. 22 . para I line I

11. COMMUNICATION STRATEGIES

SZLW17:1 - Later employment opportunities are enhanced by ailitary experience.

2 - Kids have to take lots of course york in college, so military is a good

place to get the basic courses, as vel s extra training.

3 - An employer vould naturally pick the person vith military experience over

one vithout, given the choice.

4 - Management skills are picked up naturally in the military.

RULE:

SLES DECISION DECISION
BZQMUC: CYCLE STATE INTER PRDIARY PATTRN STATE EXIT TE T

I u
I S I
* I I

2. S I I

3.T I *1*o I S!

3.I I' I *1

5.

3 I I' I S
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III. COKOUNICATION PATTERNS

@VERVUII: Co!Mares civilian education and training to Army education opportunities and
training. Puts military on top in every way, Systematically. Does an
interesting role reversal in Vhich he has the kid role play an employer, with
recruiter as a kid just conig out of the service. opeting for a job. Asks
employer (kid) to hire his. This is sort of -a etaphorical close. Manages
to present leadershiy/superviaory-possibilities in Army as directly transfer-

rable qualities to civilin life. 7he entire dialoue is a nice future pace,

PUZDICA72: Via__ Aud_ Uin D12-4us_ Una z Specific__

STwrAzI
SIANT'lC: -R I-Q_ l-C X-A x I-2 z P-C z Oth TP-CON

PATTERN OPERATOR TECHNICAL RESULT OR OWTCOME

PATERNS: CRI IRole witches make kid atit Army benefits

FP-CON £Aain uses this to take kid past enlistment in his head

P Employer vill obviously choose Army. Many others shoving
Army is superior in vhat be v.mrt.

(%&ich one vould you choose?")

CD hnnks dovn to specifics, then back to general

PATTERN OPERATOR TECHNICAL RES LT OR OUTCOME EXAPLE

PATIMS: STRAT VV switches; uses these when talking about 213,44-53)

, business, sound right

CRI Uses role svitches as a uay to teach kid throughout

decision making, sorting

TENSE Starts vith nov, then to what you have throughout
accomplished after you've zame out of
cmp, presupposing already dame. Then
discuSSes Vhat he did tat others didn't
Vbile be Vas in the Army incluian letters
of recomendation and couendaian.
homorable discharge. etc. - Abv he vill
IVt job (future) bringing his back to
present at the end.
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LEPOPT TYPE: PcW
X.D.: Coder 2 S A SEQ 14 CO.S-REF

BLOCK
DE SCRIPTION CONTINUATION

OVERVIEW: to already have finished Army training, i.e. joined and completed service.

A

I

ia
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PROTOCOL CODING VOUJSHEET

I. BACKGROUND INFORATION

I.D.: Coder 2 S A SEQ 15 CROSS-REF

Purpose: Trial close

Cycle: Pros_ iap_ Qual N6l FEBA- CIo x 1-0 DEP_ F-3P /A_ Oth

Setting: Face to face

tauge: BEG (p. 22 , parS line 1) END (p. 22 , para 5 * line 21.22)

11. COMMUNICATION STRATEGIES

ZZL3ZF:I - Verbally valking kid through processing cycle is a good vay to set up &

trail close.

RULE: 1 - Uses this when he isn't sure.

SALES DECISION DECISION
MQUENCE: CYCLE STATE ENTER PFIDARY PATTERN STATE EXIT TEST

I I

2. S

2.i S '

3.I I I

4. _ _ '
S A- I

II I
___.__ __ __ _ '_ I _ _ _ _ _ _ _ _ _ _ _ _ _

III I
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2i1. COMMUNICATION PATTERNS

WVERVZIV: Verbally describes processing cycle to set up trial close. Uses a number
of slick techniques including tense Ivitches and IV's in very neat vays.
Very rich sequence.

fInD1C&: Vi. Aud Kin Olf-Gus Uns . Specific_

3wFzI
SDWKflC: I-R.._ 1-Q_.. I-C I-A._ I-E.._ P-C.__ Oth TP-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
CC~MW I
PATIZIS: UV These alloy kids to fill in missing pieces and give

feedback

YP-CON Describes kid having everything he thinks he vants

PATTERN OPERATOR TECHNICA. RESULT OR OUTCOME EXA.FLE

PATTZEUS: TENSE Used for future pacing

C-POST vit.h Interesting combination sets up a no to 22(5,21-22)
NEG-Q the negative questions about not joining.

i.e. wouldn't think of a reason not to
join

A-34
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 16 CROSS-REF

Purpose: Prospecting beliefs, rules, strategies

Cycle: Pros z Rap__ Qual__ N&I_ FBA Clo_ H-0 DEP_ F-UP M/A_ Oth

Setting: Covers all areas

Lange: BEG (p. 22 . pra 13 , line 35) END (p. 24. . para 2 , line 13 )

II. COMUNICATION STRATEGIES

IILI97:1 - Likes cold calls because be calls lots of kids amd generates more interest.

2 - Kid's plans say change later, so if you plant a seed you may get him later.

3 - In big cities kids are sore into skilled training, so you might plant

different kinds of seeds in different locations.

. - Keeping introductions low key helps relax kid and establish rapport.

RULE: 1 - Plant seeds in kids.

2 - Keep introductions low-key, names not titles.

SALES DECISION DECISIO
ZEQUERC]: CYCLE STATE ENTER PRIMARY PATIZRqN STATE EXIT TEST

II I I -
* I S

I I I t

, a I

2. 9 I I
__ _ _ _ __._ _ __ _ _ _ _ _ _ _ __ _ _ _ _ I __ _ _ _ _ _ _ I _ _ _ _ _

I I2._________I____________ I _____________ I _____________ _______

*i I I £3. I I

A I I
T I T

* I I
II I I

II I I5* I I I
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-I l I - _ w .._ - , - -... -. _

III. COMMUNICATION PATTERNS

CYZRFUw:

IUDIC&7E: Vie z Aud z Kinz Olf-Gus_. Uns z Specific

SITr-Z/
SEKMaNTC: I-1 I-Q_ I-C_., I-A 1-z. P-C z OthYB-CONYP-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COIOW
PATEIJNS: MNR vi th P Actually bases a lot of his actions on what he thinks

kid is thinking - leads to his questions

C-POST Have you thought about Army - i.e. think about it now

UV One of several ways of softening

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAv,..E

PATT1US: A-OUT What-if scenario in case things don't work 23(3)
out later

STRAT with A ->K, U chunks; series of you way, but I 23(3)
YB-CON, FP-CON say (Yes, but) - later in the future we'll'

get together and I'll show you what we can
do -future pacing
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

2.D.: Coder 2 S A SEQ 17 CROSS-REF

Purpose: Hore beliefs about prospecting

Cycle: Pros zx Rap_ Qual_ N&I_ FZEA Clo_ H-- DEP F-UP M/A_ Oth

Settin: Various

Range: BIG (p. 24 ., para 12 . line 37) IND (p. 25 , para , line 30)

II. COIKUNICATION STRATEGIES

BZLXKF:l - Sos of the things you post need to entice somebody recently out of work to

call.

2 - Can take kids a couple years to figure out what they want to do with their

lives.

3 - If kids are vorking and helping out their parents,-they don't have the sense

of urgency that others have - they are now oriented.

4 - Get into schools two ways: cold calls and appointments, and ASVAB testing.

3DLE: 1 - Post area.

SALES DECISION DECISION
lZQU CI: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I

* I I
I B

1.I . I B'

I I

,. I1
3. I

. .I A-3I I
* II I

1* I I
Io , B
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PROTOCOL CODING WORESEET

1. BACKGROUND INFORMATION

i.D.: Coder 2 S A SEQ 18 CROSS-REF_ _ _ _ _ _

Purpose: Rules and beliefs on working with schools in prospecting

Cycle: Pros z ap__ Qual__ XlI_ BA Clo 8-0 DEl_ 1-UP_ M/A_ Oth

Setting: Phone, school

Range: BEG (p. 26 , par& I liel ) END (p. 27 . par& I line 17 )

11. COMMUNICATION STRATEGIES

3ILW37:l - Rave to have a good working relationship vith school counselors.

2 - Exposure to kids is iuportant so they see who you are, that you're not an

ogre.

3 - Most counselors are willing to help as long as you ask them and follow the

rules.

4 - Counselors like to be stroked, too.

RUMA: I - Offer to personally help counselor vith students, giving tests, etc.

2 - Find out rules of counselor, when to come. etc., by directly asking.

3 - Bring things for counselors, to stroke them.

SLE S DECISION DECISION
UQMMCE: CYCLE STATE INTER PIA.RY PATTERN STATE EXIT 7STI I l I

II I I

I. I I I S-

2. 1

I I I
2. I I __ _ _ _ _ _ _ _ _I

_ _ _ _ _ _ I _ _ _ _ _ I_ _ _ _ _ _ _

6.I_-38 I I
oI 1 7

I I I

I I I
I I S

6.I I I
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REPORT TYPE: ____

I.D.: Coder 2 S A SEQ 18 CROSS-REF

3LOCK
DESCRIPTION CONTINUATION

BELIEF. 5 - When you give to soueone (counselor) a lot, they start to feel that

they owe you something in return, and it's hard for then to say no to

you. Tlhey'll go to bat for you then.

6 - When you've established good rapport, you can start asking nore

questions, i.e. for referrals.

7 - Host counselors realize your time is important, so you can tell them

to send you the best referrals, not Just kids vho want to get out of

class, etc.

A-3
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PlOTOCOL CODIIIG VORILSHEET

I. BACIKROUID INFORMATION

I.D.: Coder 2 S A SEQ 19 CROSS-REF

Pwrpose: Beliefs and rules about prospecting and time sanagement

Cycle: Pros z Rap__ Qual__. i&I rA_ Clo_ a-0_ DEP_ F-UP_ K/A_ Oth x

Setting: Prospecting and time management in different areas

Range: MEG (p. 27 , pars 3 . lne ) END (p. 29 . para , line 35 )

II. OIOUNICATION STRATEGIES

2UIM9:l - You really have to be on top of your time in a one-san station since there's

no one to asoist you.

2 - Travel time is very important in rural areas because of great distances

betveen people.

3 -Constant changes necessitate daily prospecting.

4 - If kids don't have jobs, call home at meal time because they'll be there,

probably catching the most flack for not vorking.

5 - Established office hours are only a guide, have to be flexible.

! RLE: 1 - Never just make one appointment far away, schedule another, or more, in the

same direction.

2 - Set up specific times to do things.

3 - Work on prospecting on a daily basis.

4 - Doesn't plan more than tvo days out, because he can't keep track of it.

5 - Call grads around noon because of belief 4 above.

6 - Also contacts seniors right after school or about 6:00, or Saturday mornings.

SALES DECISION DEC ISION
MQUUCZ: CYCLE STATE ENTER PRHARY PATTERN STATE EXIT TEST

*I I
l i I " I a

I I I

4..

1. I&4 I

* I

2. II a

n. n nn I

________* __________ _____________S___________S-4__ _ __



7I. COMOrNI CATION PATTERNS

0VZVUII: Gives list of daily activities. One short exasple of talking to kid about
meeting parents late at night if they york late.

?ZRDICAX: Via___ And Kin x Olf-Guxs_ Una x Specific

A TAMZC: 1-R__ I-Q__ z-c__ 2-A x 1-2_ P-cz oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
cams I
BATRINS: MR Knows parents vill be tired, shove tuderstanding

RE-D vith A-OUT Redefines midnight seeting as fun.

('e'll have a good time.")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAM'PLE
UNIQUE I

PATE.R3S:
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PROTOCOL CODING WORRUHEXT

1. BACKGROUND INFORNATION

LD.: Coder 2 S A SEQ 20 CROSS-EF

Vurpose: Rules and beliefs, techniques about N & I and FEBA. Cat levels

cycle: prosx Rap__ Qtl__ l. x nEBA x Clo_ -O_ DP_ F-UP_ I/A_ Oth

Settling: Office

LSafe: EG (p. 30 . para 7 ,line 21 ) END(p. 32 , para 1_ line 24)

1. COMMUNICATION STRA7JGIES

Z.WY:l - You have to sell a Cat 4 differently because he probably isn't interested

in continuing his education - the basic program is enough for him.

2 - Hot different in prospecting betveen Cat levels.

3 - Cat 4's aren't diu=ies. just sore specific, looking for jobs.

- You probably have to stress benefits more to Cat 3A.

5 - Cat 3A's looking for college. or some type of further education.

6 - Some people who are smart (Cat 1) expect to be given everything on a silver

platter.

RZLE: 1 - You have to be yourself with everyone.

2 - Have to key yourself and talk on the level of each applicant.

3 - Have to be very specific in presentation of job to Cat 4.

4 - Sell Cat 3A college.

5 - Give Cat I the bare facts, because of belief 6 above.

SALES DECISION DECISION
JQDlNzI: CYCLE S.T2 ENTER PRIMARY PATTERN STZAE EXIT ES-I I l -

I I II
S I I

I. II

2. _ I _
3.I .7 .

6. I S I
I I IS S -42
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111. COMOUNICAT ON PATTERNS

MZRVZr: Different opinions and techniques with levels of applicants

PKRICL71: Via a And z Kin z -Olf-Gus__ Una z Specific

SIAAflC: I-RI ___ I-C__ X-A I-I F-C z 0th fl-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
Cm

PATIMS: CD 1"Only" the Army can offer this high-tech training.
shove uniqueness, creates special value.

P with MR Compliments. ties to benefits/joining

("I'm sure .. you're the type who ants to excel...")

("I'm sure what you want...")

HOC States these for kid, then presents benefits in the
same order that kid wants them.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXJPLE

PATIM.S: C/"S Plural. uses himself a part of Army. 31(0,3-10)

sakes it more personal, part of a team of
which recruiter is already part

("You're goig te mye

(" amsr h o at."

TENSE Used for pacing, setting up HOC. FPp throughout
se a-4

*ATR PEAO aEHIA EUTOROT~'E£
amr a
a aX : CF Pua.ue ~sefa ato Am.3(.-0

ake tnt eroa pr o eao
ah aerutri lraypr

("o'e o at ae e."

*ES sdfrp as et pliC Ptruhu
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WEPORT TYPE: PCW

I.D.: Coder 2 S A SEQ 20 CROSS-fUF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMIE
CONMON . .
PATfXRlNS: FP-CON vith R, # Presupposes joining. going through the experiences

P outlined, matchiig SOC

("You're going to hate ue...")

A-OUT You've.accomplished this. nov ve'll put you through...
offers unique opportunity - then you' ll come back and
thank me.
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fPOTOCOL CODING VORKSMUET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 21 CROSS-REF

Purpose: Pre-Q of applicants - quick assessuents

C7cle: Pros Rap- Qual x %&I- ,A Clo H-0- m. Y-UP M/A oth

setting: la person, or phone

RangSe: BIG (p. 32 . para 7 line 38) END (p. 34 . para ;line 4 )

II. COMMUNICATION STRATEGIES

RE.XW:1 - If they knov their social security number, they'll score & 33 or higher on

the ASVAI.

2 - If a kid says he's had Algebra 1, Algebra II. he'll usually score a 50 or

higher on the test - he pays sore attention.

3 - You can tell if someone is paying attention by watching their eyes. and snap

them out of it (you can get boring if you've conducted a lot of intervievs).

RLE: 1 - Snap the kid out of it if he slips into "la-la" land.

SALES DECISION DECISION
JQUUCI": CYCLE STATE ENTER PRIARY PATTERN STATE EXIT TEST

a I I
II Ia I a1. 3 a S

a I

2. '
__ _ _ _ _ , __ _ _ _ _ _ _ , __ _ _ _ __ _ _ _ _ __ _ _ _ _ _ _ _ _ _ _ _

I.I S I
3., I 1

4.I I I
I I I '
r I i

aSI I

5. I I I I
V I ,,, , I I
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REPORT TYPE: PCW

I.D.: Coder 2 S A SEQ 21 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - You can tell from talking to a person about their English courses.

what kind of courses they've bad, boy vell they can read, bow they'll

do on the AS .B. If be pretty vell understands vhat he reads he should

be at least a 3B. Same with the word problems on the math portion of

the test.

A-46



PROTOCOL CODING VOR.SHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 22 CROSS-REF

Purpoee: Motivation and attitude beliefs and rules

Cycle: Pros_ Rap__ Qual_ &I FEA Clo. H-O DEP__ F-UP M/A x Oth

Setting: N/A
Xase: BIG (p. 34 . par& 7 line 17) END (p. 37 . para 4 line 44)

21. COMfUNICATION STRATEGIES

BULWF:l - A large majority of stress is self-imposed.

2 - You have to know when to back off or burnout will hit you between the eyes

and you won't accomplish anything.

3 - Station commander has to watch his people, offer encouragement, etc. See

Sequence below for general outline.

4 - If you start acting like a machine, you won't put people in. no matter what

7 ou do. and you won't understand vhy.

RUILE: 1 - You have to realize vhat is happening and take time off when you realize

you are burned out.

2 - After burnout, you know you'll have to take some flack, a lot of "no's,"

but when that first kid says yes, you'll be okay.

SALES DECISION DEC IS ION
SEUQUCE: CYCLE STATE INTER PRIMARY PATTERN STATE EXIT TESTI I I

I I S I

Bald tz'eak,,
1. M/A ligh production 1nothing works Feel wrong No "clicks"'

IStart thinking :Not
2. M/A 'Feel vrong t"it's S" IFeel burnout .clickinz g

|Station comander :Outsidp
3. H/A '13urnout 1helps I'Aner ,view

I iI 'Feels

4. M/A lAnger [Get mad, kick thingshRelief, okay !better
' Devises new

5. H/A !Feels better 1work plan :Normal !Clicks

6. ,*S I S 4
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REPORT TYPE: PCIW
I.D.: Coder z~ b A SE____ __________________

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Difference betveen listening and hearing. You ust concentrate to

become involved.

6 - You need time completely avay from recruiting vhen you get burned

OUt.

7 - Good york plan vii help you got back after burnout.

8 - It helps to have somebody stroke you on the vay back after burnout.

Wife provides support since he has no one else in the station.
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I1. COMMUNICATION PATTERNS

OVERVIZW: Describes cycle of burnout above in Sequence. Was dissociated the last time
(p. 36, para. 3 -- describes state). Uses New Behavior Generator to get
himself back on track (p. 37, para. 2). Uses auditory "click" as positive
feedback.

PREDIC&T: Vis x Aud x Kin x Olf-Gus _.ns x Specific x

SEMANTIC: I-R I-Q_ I-C I-A I-E P-C Oth NBG

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON

PATTERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME rXA._VE
VNIQUE
PATTERNS: NBG Gets him reoriented, back on track after 37(2)

burnout

A-49
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PROTOCOL CODING VORKSHEET

1. BACKGROUND INFORK1ATION

X.D.: Coder 2 £ A SEQ 23 COSS-REF_

PN-poie: Handling objections, primarily girl friend doesn't want applicant to join

C7cle: Pros _ lap__ Qual__ 3I4 FEBA__ Clo_ 3-0 z DP F-Up I M/A__ Oth

setting: Office

Range: BIG (p. 37 . para 6 , line 50 ) EnD(p. 39 . para I1 ire 16 )

11. €0KMNICATION STRATEGIES

ZZLM:l - Objections are their way of saying they need some more information.

2 - 7here are lots of opportunities in the Army, for exaple to play lots of

sports, but you've got to apply yourself.

3 - One of the most powerful things in the world is a spouse, male or female.

They can be the deciding factor.

4 - If conditional close doesn't work, then you didn't get the real objection.

5 - There are 101 different objections.

6 - A P say not join because he's being badgered by others. He may need stroking.

LUlJ: 1 - Be careful not to destroy what another recruiter has said to the kid, i.e.

"Can I play sports in the Army?" "Of course."

2 - Find out objections. If the kid says "I've got to think about it," you

need to find out why, and confront the problem.

3 - Answer the questions, fulfill the need.

4 - Take the objection lightly (framework for handling "what if" -- see below.)

SALS DECISION DECISION
Q ICZ: CYCLE STATE ENTER PRI RY PATTERIN STATE EXIT TESTI I -

i, 1
1. '

* II

* I S
2.

2. I ' '

A. I S '
eI Ir

5 I e

IoI I 1

6. I I I
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211. COMMUNICATION PATTERNS

OVIRVUZW: Begins lecture at ARC segment of interview. goes right into handling objec-
tions. Example of sports, points out that there are lots of sports in the
Army. Then example of handling girl friend's objections. Would see the
applicant and the girl friend together if necessary. Says. "...do you think
it vould help if your girl friend understood?" - Terrific introduction with
presuppositions. continues.

?PRIDICAU: Vi_ Aud a Kin Olf-Gus_ Uns x Specific

uTrw/I
S]nkNr1C: !-R I-Q_._ X-C I-A x 1-I_ P-C 2 Oth

PATTERN OPERATOR TECHNICAL RESULT OP OUTCOME
COMMON
PAT7lNS: P Assumes kid needs more answers. Same with girl friend.

Assumes kid needs "help". etc. All the above maintain
rapport and lead the applicant, as well as setting the
framework for seeing kid and girl friend together.

INT Clarifies intention of applicant with girl friend, then
shows how be, and the Army, can "help" no matter what the

intention.

A-OUT Shows how joining the Army will help take care of girl
friend after they're married, a better choice than not
joining.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UnIQUE
PATTERNS: AS Applies "what if" to itself brilliantly 39(1)

for conditional close.
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IMPORT TYPE: PCW

I.D.: Coder 2 S A SEQ 23 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
0O0,N

PATfXlRS: CRI Ohallenges applicant's decision making pover, does he.
or the girl friend sake the decisions?
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PROICOL CODING VOUKSBET

I. SACK ROUND INFORMATION

1.D.: Coder 2 S A SEQ 24 CROSS-REF

Purpose: Handling objections, primarily haircut, procrastination, honesty

Cycle: Pros- Rap__ Qual Ii lIA_ Clo_ U-Ox JZEP__ F-UP_ /A Oth

Setting: Office

Bange: EG (p. _9 , par& 3 line ) 26 I (p. 41 , par& 2 line 13)

II. CCIOUNICATION STRATEGIES

BELXUF:l - If he says "I don't know [if I'm ready to join]" - there is something else.

2 - Haircuts aren't important in the light of education, training, etc.

3 - A lot of people are afraid to admit they can't make a decision.

4 - Honesty is important and kids respect it in you.

5 - If jobs are filled, especially some of the very popular ones, you need to

enlist and go after it when you re-enlist later because the people that are

already in the Army are the ones taking those jobs.

6 - It's okay if the kid doesn't join if it vas a good decision.

RULZ: 1 - Beat a dead horse. Don't give up until you are convinced that nov is not the

right time.

2 - Let them know you're going to call back later so it doesn't come as a shock

to them.

3 - Get him to agree to something, then try to close again.

SALES DECISION DECISION
SEqUINCE: CYCLE STATE ENTER PRVTUR PATTERN STATE EXIT TEST

I I I I
a I I

I I S t3. I II
_ _ _ _ _ _ . _ _ _ _ I __ _ _ I ' _

I ~1
ae U a I a
I I

I a
5. I I I

I IIi

6. ____- I 53, _
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IMPORT TYPE: PCW
I.D.: Coder 2 S A = Q 24 CROS-REF

BLOCK
DESCRIPTI ON CONTINUATION

BELIEF: 7 - He is a counter-ezmple to uutt of what it taught at recruiting

€omand.

8 - Host recruiters like to show off and talk about themselves.

OVERVIEW: use of the self as an exMpne.
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III. COIMMUNICATION PATTERNS

aVlVV: Sets up conditional close he can't possibly meet, knowing the kid knows it.
Says he can't take care of it, but then compares vanity to importance of
money for education, good training, tetting away from town, etc. Kid would
have to be a fool not to 1o along with the logic of the argument. Uses this
to get to more important objections if they are there. Then discusses pro-
crastination and how to push kids ahead in their decision making. Discusses
need for honesty and how he convinces kid that he is. Also talks about the

PRZDICAU2: is z Aud x In z Olf-Gus_ Unas z Specific

STrrAX/
SZDEATIC: I-R I-Q_ X-C I-Az I-2 P-C zx Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
CO O
PATT"RNS: P As-sies there is an objection if kid says "I don't know."

R/S with CF/S Compares vanity to money for school and training, sets up
close

AS Procrastination, we all put it off - shows kid his own
foolishness in a humorous way

M-4 with A-OUT Exmple of washing truck next week, shows how we all
procrastinate and how useless it is

RE-D States kid's real need to sit down and make a decision

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.PLE
UNIQUE

PAT7IRNS:

A -55



311PORT TYPE: PCU

2.D.: Coder 2 S A SEQ__24 CROSS-REF_______________

?ATTERN OPER.ATOR TECHNICAL RESULT OR OUTCOME
cOMOw
ZATmZUS: MY This whole thing is about life. not little objections

lINT He'd rather be honest and have the kid make a good decision~

CEQ You night not like what I have to say *At least I'm honest

C-21 Uses his techniques as counter to what is taught. but he's
avery effective

a A-56



PROTOCOL CODING WORKSHEET

1. MACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 25 CROSS-RF

Purpse: Vievs about personal style in rapport and FEA

Cycle: Pros_ Rapz Qual_ V4I. ERA z Clo_ B-0 x lP__ F-UP__ M/A__ Oth

Setting: Office

Bange: KIG (p. 41 , pars 4 , line 15) END (p. 43 , para 1 line 3)

II. COWtlJNICATION STRA72GIES

IZLIXZ:l - You don't necessarily need to use the sales book or the JOIN machine if you

really know bow to talk to people.

2 - Just recruit however you feel comfortable.

3 - Most male recruiters talk to female applicants the way they have been talking

to women all their lives, and it doesn't work. They want to be treated equally.

4 - More women in the Army than ever before means more opportunities for thez.

RULE: 1 - You need to treat vomen the same as you do men.

2 - Don't worry about the rejection if you lose the applicanz.

SALES DECISION DECISION
nq=(1CE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

* I I m
I S II a1. _______ I ____________I ______________

I T I
2. . I I I

.I T I -

tI I a '

l I l I
7 t I I5. a I I

6* B a I
,iIi a
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111. COMMt NICATION PATTERNS

IRVMII: Talking about talking vith women, primarily. 7he need to be direct and

treat them the same as men. Handling objections to basic training.

PMMICAZ: Vie x Aud x tin Olf-Gua___ Uns z Specific

azu.AZ/
EShITIC: I-i I-Q___ 1-C__ I-Ax 1- _ P-C___ Oth

PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
COMMON
FATMELRS: P Assumes they're looking for the Army to do something for

them.

AWAR.E Gives information to ease kid's mind about objection.

C-U Army has more vomen, it oust be for a reason, you can do
it. more jobs, etc. Allows his to present jobs.

R/S If you lose the., you never had them.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAXP .
VK1QU!

PATTERNS:

I I

S I
* . . .I



PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 5 A _SQ 26 CROSS-EF

Purpoe: Dealing vith UGC

Cycle: Pros x t&p Qual_ 3I6 fEAB Clo- H-0 DEP_ F-UP_ M/A_ Oth

Settim: With ESGC

3~mge: lEG (p. 43 . par& 3 in 37) END (p. 45 , para , line 49)

II. COMUNICATION STRATEG IrS

]ULW:l - More kids are doing nothing vhen theZ graduate nov than before. Parents are

more lenient. lKids vould be better off in the Army.

2 - After a certain amount of tine doing nothingy ou need to do anything . even

if it's wrong.

3 - Counselors, vhen approached vith this viev, either get defensive or they

agree vith you.

4 - Need good rapport vith counselors.

IWLE: 1 - Educate your counselors. Let then knov about the Army's benefits.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY ?ATTERN STATE EXIT TEST

I g
1. I '

I I I
* I I

2.a

3.I I II I
. I a

5.i

3. I I II
€I I

I I I a

__ __ __ __ __ _ _ _ _ _ _ _ I _ _ _ _ _ _ _ _ _ _ _ __ _ _ _ _ _ _I_ _ _ _ _ _
I I 1

A-59
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111. COMMUNICATIOH PATTERNS

OVERVII : Importance of rapport ("who do you know") with HSGC. before askinA for help.
Views en kids doing nothing. Establishing rapport with counselors, letting
them know the benefits of the Army and getting them to help you out with the
kids.

PRZDICA: Via__ Aud Kin Olf-Gus._ one Specific__

STWIAX/
SDIAIC: I-R___ I-Q_ I-C_ I-A_ 1-_. P-C__ Oth

?ATTEN OPERATOR TECHNICAL RESULT OR OUTCOME
COMOO
PATTERNS: A-OUT with INT Doing nothing for two years in the Army. humorously

presents the option of military service to counselors

PATTERN OPERATOR TECUNICAL RESLULT OR OUTCOMI EX.?.

PATrfnS:

A-60



PROTOCOL CODING WORKSHEIT

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 27 CROSS-REF

Purpose:

Cycle: Pros__ Rap__ Qual_ N&I- FESA z Clo -0 DEP__ F-UP- H/A_ Oth

Settiu: Talking vith kid about comparing services

SaMge: BIG (p.. 45 . par 3 , line 53) RND (p. 47 , par& , line 18)

1. COMMUNICATION STRATEG3ES

BELKF: - Army benefit is short enlistment.

2 - Can't do anything about the color of the uniforms, but they aren't really

inportant.

3 - Kid will tell you (directly in this case) if you left something out that he

is interested in (assumes rapport).

30hLZ: 1 - Challenge kid to compare and challenge other recruiters. Offer to meet

together vith kid and other recruiter if necessary.

2 - When comparing, if necessary, show benefits in writing.

SALES DECISION DECISION
SzQUCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

lm a a , S

1. I

I A61
2. _________ a

a i _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

r T

I I

I. T
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I1. COMMUNICATION PATTERNS

OVERIIZW:

IMlDICATZ: Vie x Aud z Kin a Olf-Gus - U x_ Specific

STNTAX/
SEKANTIC: 1-R___ I-Q__ I-C I-Az I-2___ P-C z Oth YB-CONS-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
cOMON
PATUURS: INT Comparing color of uniform to value of programs --

allows him to show superiority of Army after ridiculous
comparison of uniforms, and also get kid to challenge
recruiters in other services to be honest and match an
merits

P Everything important shows superiority of Army programs.
Lots of examples of this in this section

1 Possibilities brought up to make kid think about benefits

and compare other services

PA-RN OPERATOR TECHNICAL RESL.T OR OUTCOME EXAM.?.E

PAT77 S: YB-CON with Tells kid to make his own decision 47(l)
S-CON

("I'm not going to talk bad about the other!
recruiter...")

but then says

("...if he's lied to you he's going to lie
to you again. That's a good possibility.")

A-62



PROTOCOL CODING VORKSKEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 28 CROSS-REF

Purpose: Handling objections, VERA. together

Cycle: Pros_ Rap__ Qual_ &I IAx Cio H-Ox DEP_ F-UP M/A_ Oth

setting: Office

Range: BEG (p. 47 . para 5 .line 20) END (p. 48 . para .. 3 line 49 L

II. COMMUNICATION STRATEGIES

]LfZF:l - An indirect vay for a kid to tell you you forgot some important information

is to throw up an objection.

2 - If he says "I think so," he is telling you there may be some doubt.

3 - The "scared factor" is always there with everybody.

4 - Fear is good, it leads to caution in decision making.

RULE: 1 - Save the "scared factor" for last - it's the easiest to handle.

2 - Make them face up to the fear.

SALES DECISION DECISION
sEQmCEC: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1. V-0 :$Afraid (kid) ,R/S, CF/S Ilelief. normal jUnspec.

2. .B-0 IRelief, normal RE-D (fear - good) Curious 1Unspec.

3. 1-0 ICurious !P-AWAXE, C-POST lAnticipating 1Unspec.

1 P, they're 6
4. B-0 "Anticipating 'scared, too !Comradeship 1Unspec.

. ,- !Internal

5. H-0 Comradeship 1CRI (NBG) !dialogue !Unspec.
II i'Internal ,,

6. B-0 1dialogue CE, FP lFriendship 'Unspec.
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1i1. COMMOflTNCATION PATTERS S

OYZRVIEW: Begins talking about kid telling you you forgot something by giving an

objection. Shows a perfect example of re-establishing rapport by recapitu-

lting what they vere talking about that was so important, then leading with

the benefits of the Army college fund and finishing with a modal operator to

keep the kid's interest up (47,5,23-30). Then uses sore modal operators to

introduce the doubt/scared factors in the decision to join. Then describes

excellent guided fantasy/future pace of recruiting station, and Army career to

1P?3DICAU: Vie z Asd z Kin z Olf-Gus_ U_ .n x Specific

SrrrAX/
SDUAX'IC: 1-R__ I-Q___ X-C_ -Ax -2 z P-C x Oth IF, DBF.

PATT R OPERATOR TECHNICAL RESULT OR OUTCOME

NAT7ZIM: IF Re-establish rapport (47.5.23-30) Pace-lead

140 Lots of possibilities to create/saintain interest/
curiosity.

P Presupposes he left something out if he hears "yes-but"

CE Fear leads to caution, makes you get vhat you want.

This leads the applicant into asking more questions.

R/S Everyone is scared - allows applicant some measure of
comfort.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA-,PLE

JPTTZRS: DZF You'll either sake friends with this guy, 48(3)
or get another one instead

FP-CON with STRAT: Magnificent use of the senses, starts 48(3)
visual, leads through internal dialogue,

kinesthetics, back to visuals at the end:
installation - ("You can look forward to

meeting many sore...")

A- 4 ,



REPORT TYPE: PCW

I.D.: Coder 2 S A SEQ 28 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

OVERVIZW: ease the fear and change it to comradeship.

OTHER: FP-CON

A

A-6 5



RKEPOi TYfL; ________________

I.D.: Coder 2 S A SEQ 28 CROSS-EF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMONI
PATTERNS: C-POST vith Sets up guided fantasy/dialogue

("Do you know all the people that viii be there?")

CF/S They're all scared too, puts him in vith the crowd, sets
up the sost important part of the fantasy

HO0 , Direct suggestions: you viii, you're Soing to, etc.

A-66



PROTOCOL CODING WOMBSHEET

I. ZACKGROUND INTORMATION

I.D.: Coder 2 S A SEQ_ 29 CROSS-REF__

Nq..e: Practicing handling objections

cycle: Pros_ Rap__ Qual_ Ili1 flIA Clo__ B-0 x DEPl__ F-UP__ /A x Oth

SettiLg: Practices in his head or with his wife

aMne: 3EG (p. 49 , par& I line 1 ) END (p. 50 . par& I line 6 )

11. CO NICATION STRATEGIES

B3397:1 - Practice is 4ery imortant.

2 - Success come. from knowing how to handle people , answer their questions,

satisfy them - so that people can agree to anything you offer them.

3 - Have to learn to "pick somebody's mind" and the only way is to teach your-

self (along with watchin& others).

4 - Gets to know each person he talks to, and they him, vell enough to use them

for referrals if they don't so in.

IVLZ: 1 - Make up objections, come up with ways of handling them. Practice internally

or with others (wife).

2 - Don't be satisfied with one "no" -- keep on going.

SALES DECISION DECISION
SQUKNCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

SII ,
S I

1.I I I I
I II I

2. I
II I [.

3. I I I '
'___ _ __ ,__ _ __ _ _ _ I _ _ _ _ _ _ _ _ _ I

4. I
I I II

_________ a ___________ ______________ I _____________ ________

5.I I I ,'
, I I ,i5I I I I

6.

A-6 7



211. COMMUNICATION PATTERNS

OVIRVV: Describes practicing handling objections. Uses conscientious objector as
an example. Talks about his mentor when he was learning to recruit.

=ZDICQZ: Via x Aud x tin z Olf-Gus___ onez x pcific

ShUMC: I-1__ I-Q__ I-C I-Ax z-3 z ?-__ loth

PATTERN OPERATOR TECMFICAL IMSULT OR VDTCOMZ
COMMONI

1LTPfA7 S: P Can't beliee, the objection - Sets applicant to
clarify

C-POST ("Did you know...") aa way of present counterexazple

C-Ex Shovs how yo c get im throagh c.o. status. conditional
close is folloved up Amd i.nviabed

PATTERN OPERATOR iTCmNICA. IMVL1 OR OUTCOME EX)YYFLE
DRIQUE

"AT/MS:

A-6
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PROTOCOL CODING VORKSEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S A . SEQ 30 CROSS-EF

Purpose: Prospecting beliefs and rules - esp. referrals

Cycle: Pros z Rap__ qual_ t1I__ FEBA_ Clo a-0 DIP_ F-Up__ /A_ Oth

Settins: Phone, office

RaMge: BIG (p. 51 , pra 2 . line. ) IND (p. 51 , par& 1 line 52 )

II. COIOSUN'CATION STRATEGIES

BILZF:l - Need to knov people, mutual respect, wbether they join or not. 1hey'll

help you.

2 - Not a vaste of time talking to people vho may help later.

3 - Want people to remember everything you tell them so that if something comes

up later they'll call you. Things change.

RULE: 1 - Create mystery (using MO) - then lay it on the line. Shov benefits and

motivate him to help you.

SALES DECISION DECISION
SQUENCz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1 I r

2. ________ ____________ ______________ I ___________I_______

I I

F a

4. 1 -

II II r I
3I I I a

6. a a a°
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111. COMMUNICATION PATTERNS

DVERV ]W: Talks about getting referrals from people vho haven't joined, and those who
decided no the first time but have changed their minds months later.
Describes benefits of petting *soone else to join with them. i.e. promotion.

PRKDICAI: Via x Aud x tin z Olf-Gus - Vna z Specific

sT-oAX/
SDIARTIC: 1-. I-Q-__ I-C I-A a 1.4 z ?-C_ Oth

PATTERN OPERATOR TI CKICAL IESULT OR OUTCOME
COMONo
PATIEJIS: - Assumes he still intends to join eventually.

("Ready to joim yet?")

MO Know someone uwh miSht...Takes pressure off of referring
person, the friend may or may not be interested, not his
responsibility. Also uses to create mystery.

HR Loosens kid up a bit.

("You want & beer.")

PATTERN OPERATOR TECUNICAL RESULT OR OUTCOV EXA..F-E

PATTZUS:

I

I

I S-7

*

*ee- m m m mm iNS



BEPO1T TYPE: ?CW

I.D.: Coder 2 S A SEQ 30 CROSS-REF________________

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATIIZNS: C-POST W orth your tine you bet.



PRO7OCOL CODING WORKSHEET

2. RLACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 31 CROSS-EF

1uzpose: Follow-up on people who have been through basic training to make sure things

Cycle: Pros gap__ Qual_ UII YEBA_ CIO_ B-0 DEP_ F-UP x M/A_ O th

Setting: Office, phone, etc.

Xange: SC (p. 53 , para IIine 1 END(p. 56 . pral line 8 )

I. COHMUNICATION STRAITGIES

ZZLIW:1 - lelps to create a situation in the comunity where you're not just putting

kids in the Army, but really helping them out.

2 - Sales cycle is like a closed loop system and includes follow-up.

3 - Good to follow up vith parents as well as kids.

4 - Tings change in basic training and it's good to keep up so you can continue

to give accurate information to new applicants.

5 - When you follow up with kids after basic training they know you're really

concerned.

RUlLE: 1 - Close your loop, including follow-ups for the next recruiter who comes in.

2 - If there is a problem betveen a kid and his assignment or his former

recruiter, straighten it out.

3 - If you don't know everything about a program, put out the effort to find out

everything about it before you sell it.

4 - Nobody's perfect, so don't be afraid to admit to the applicant if you made a

ais take.

SALES DECISION DEC ISION

QDZNCI: CYCLE STATE INTER PRIMARY PATTERN STATE EXIT TEST

-A-7

I a l I

III I

T T

I l S

2. _ _ _ _ _ I I 7

3. I __________
__ __ _ __ __ _ _ __ _ _ _ * I__ _ _ _ _ _ _ _S_ _ _ _ _ _ _ _ I_ _ _ _ _ _

1-! .1
a a I a a

A. a a aI
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REPORT TYPE: PCW

I.D.: Coder 2 S A SEQ 31 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

PURPOSE: haven't changed so such that what he is telling kids now is no longer

accurate. Also talking to parents, and others about what has happened

since enlistment.

BELIEF: 6 - important to set things up for the next recruiter in your position.

7 - Treat people badly and you'll blow it in the comunity.

8 - If a kid "throws you aside" because you made a mistake. you didn't

have him anyway.

A-7 3



PROMDCOL CODING VOI ZZT

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 37 CROSS-REF

Purpose: Maintaining motivation in closing

Cycle: pros__ Rap__ Qual__ El- FEIA_ Clo a -0. DEP_ F-UP_ M/Ax O _th

lettian: Office

Sang.: BEG (p. ;9 . par& 3 line 15 ) END (p. 69 , par& 5__ line 49 )

1. CQtWUNICATION STRATEGr S

MLWF:l - Accepting the challenge of a "no" is important.

2 - Fear of rejection is probably alvays there - but you can learn to accept it.

3 - gave to do differently than vhen you vere growing up. No isn't final for

& recruiter. Ask why, or you von't find out.

- A person may want to join at another time.

ILMiL: I - Learn to accept "no" and turn it around.

SALES DECISION DECISION

RQUCZ: CYCLE STATE ENTER PRIARY PATTERN $TATE EXIT TEST
I a
I.I I

a I a
I. ______ ________ I__________________ _____

T. I T

4.
T. I

6. I a

I- 
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REPORT TYPE: PCW
I.D.: Coder 2 S A SEQ 36 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - If you're inventive you can alvays help and inform Zople.

7 - 7here are a zillion vaym to approach anybody.

A-75



PROTOCOL CODING VORKSHEXT

1. IACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 36 CROSS-REF

Purpose: Prospecting rules

Cycle: Pros x Rap_ Qual_ lI. FEBA. CI U-0 DEP_ F-UP_ M/A_ Oth

Setting: Open

Range: ZEG (p. 66 . para 6 line 23 ) END (p. 68 . pars 1, line 3)

1I. CGMUNICATION S7RATEGIS

ILI: - Many people are afraid to Set out and talk about the Army because they may

say something vrong. Most people outside the service really don't know about it.

2 - If you think of everyone as possible, it vill be easier.

3 - Just walking up and asking people to join rill sake you feel like you're

invading their space - even though you always are in a sense -- but that's the

challenge.

4 - There's always something that could work.

5 - If you're inventive you have more avenues to try, to lead to a close.

UlE: I - Talk to as many people as you can. Don't be afraid to get out and do it.

2 - Use what you've gained, tell them what you know, however little it may be.

3 - Take what you need out of the recruiting course and use vhat applies, adapt

it as needed.

4 - Make your own style.

5 - Don't be afraid to try new things - be inventive. Make things up, try the=

all.

SALES DECISION DECISION
SZQUCI: CYCLE STATE ENTER PRIM Y PATTERN STATE EXIT TEST

I I I
* i I

* II
nn. I I

I T
i I I I2. '
I A I 

oI I I I

SI I
I I I I

* I I I
5. I I I

I I I

6. 1 I I
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III. COMMUNICATION PATTERNS

OVElVX]W: PeR talk at ARC regarding attitude

PNUDIC&U: Via x Audi Kin x Olf-Gusa__ Uns z Specific

SI iTIC: I-k I-Q- I-C I-Ax I - z P-C Oth

PATTERN OPERATOR 72CENICAL RESULT OR OUTCOME
c OON I
?ATI"ENS: P vith C-POST You did veil before, you can again (stated as

question)

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA-MPLEa aw

PATrMERS:

A-77



PIOTOCOL COD ING WOU.SyT

2. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 35 CROSS-REF

Purpose: Motivating yourself as a recruiter

Cycle: Pros_ Rap__ Qual_ N61 fEA_. Clo__ a-0 DEP ?-UP__ H/A x Oth

Setting: ARC talk

Bange: BEG (p. 65 . para 7 , lne 26) END (p. 66 , par& . , line 21 )

II. COHfUNICATION STRA7EGIZS

ZELF:I - Recruiting is a couplete change frou the job they vere doing before.

2 - There are vays you can use the job later.

3 - Be thinks the job is fun - but he thinks very few others vould.

4 - Recruiters are out here to help people.

5 - You're going to take a lot of flack, no's.

RULE: 1 - Accept the challenge of recruiting.

2 - Look forward to the job, don't look at it as punishment.

3 - Believe in yourself.

4 - Keep on truckin', even when you get flack, let it bounce off of you.

5 - Believe the job can be accomplished.

6 - Maintain a positive attitude, enjoy vhat you're doing, have fun at it.

SALES DECISION DECISION
SIQD=CX: CYCLE STATE ENTER PRIMWRY PATTERN STATE EXIT TEST1 I

I I I

1. I

I I I
* Is. _________ I ____________ ______________ ___________

II ' I

I I
__ _ _ _ _ _I _ _ _ _ _ _ _ __I __ _ _ _ _ _ _ _ _ _ _I _ _ _ _ _ _ _ __I _ _ _ _ _

2..

*e S ' I
_ _ _ _ _ _ _I __ _ __ _ _ __ _ _I __ _ __ _ _ __ _ __ _ _ I __ _ _ _ _ _ _ _ _I_ _ _ _ _ _ _

4I

AI 7 I I
I I g I
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IMPORT TYPE: CW

1.D.: Coder 2 S A SEQ, 34 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMN O
PATT IS: CD Gives the kid a little relief and understanding

(" can see you're an individual.:.4on't expect you to
jump an the bandwagon.")

C-POST vith Conditional close - can you think of a reason why youNEG-Q wouldn' t...

PF 1While you think about it, let's take the next step -

I leads kid further into cycle.

CD Makes his york seen easy, sore relief for kid, less
complexity in processing. Sets up trial close.

("Only thing left to do...")

P vith R/S Ready to sake the decision. Moves into close. It's
important so make the decision now.

("You've put thought into this...")

("Army puts a lot of money into this...")

r
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II. COMNUNICATION PATTRS

OVVIVIYV: Describes the entire sales cycle from the point o. viev of the applicant.
supplying his responses to vhat he thinks the kid is thinking.

As

MDICAI: Vie x Aud x iin z Olf-Gus_ lng z Specific

IDWITIC: 1-R_ I-Q_ I-C_ I-Ax 1-I: P-C x Oth PF

PATTERN OPERATOR "r2CHNICAL RESULT OR OUTCOME
COMMON

PAM MS: 11O Puts kid on the same spot as recruiter of having to
demonstrate his abilities. also gets him to take the

challenge and alloy recruiter to sell him on his
abilities.

("May be qualified...")

R/S Places emphasis on benefits available in terms the kid
can understand.

("We're talking dinero here buddy...")

,ATTEPRN OPERATOR T1ECHNICAL RESULT OR OUTCOME Ex..E
VNIQUE,
PATTEZS:

* 0
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REPORT TYPE: PCW

I.D.: Coder 2 S A SEQ 34 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 1 5 - They've been prepared since the Phone call to tell you "no" but if

you've done your job vell in the interview, they'll have a hard time

saying no, without making up an excuse - provided he can make his own

decisions.

1 6 - The kids think you say be lying to them, so that is always a reason

I for them to take some time.

I 7 - If you remind the kid he's under no obligation if they can't find him

a job he vants, then he feels he's still in the driver's seat.

8 - If you offer the kid everything he wants and he doesn't fulfill his

part of the bargain, by joining, he's going to feel guilty and you' ll

bear from hin in a couple of days.

9 - If he goes along with it, he'll feel it's over with, he's in the

Army now, and he got vhat he wanted.

10 - When he gets thanks, that means sore than anything else.

RULE: 1 6 - When presenting the GI Bill, say $10,00, not ten grand, it sounds

more impressive that way.

7 - At closing, remind the kid he's under no obligation to join if they

don't have what he vants at processing. Resell benefits at this time

as veil.

A-8i



ROTOCOL CODING VOIUMSMT

2. IACKGROUND INFOMUTION

2.D.: Coder 2 S A SEQ 34 CROSS-REF

Purpose:

CycLe: Pros x R p Qual_ N41& FBA z Clo x 3-0 x DEP_ F-UP_ M/A x Oth

setting:

flange: RIG (p. 61 , par&A , line 29 END (p. 65 . par& 1 line 7

11. COMMUNICATION STRATEGIES

ZELIEF:l - Going in is a bit step for post kids.

2 - Very few kids actually think they are going to enlist when they so in for

the appointment.

3 - Rids have heard lots about the Army - they want to be shown how it really

is.

4 - When you get to talk to kids, about vhat they are interested in, they think

"maybe these guys aren't little soldiers marching around all the time ... they're

individuals."

3IRZ: I - Keep the interview low key, so it isn't so frightening.

2 - Talk about whatever he wants to talk about, from fishing to the last math

test he took.

3 - Give then time to think about joining, but offer them the test, etc. to see

if they're qualified.

4 - After test, always congratulate them on how well they did. Make him feel

good about what he'd done.

5 - Don't lie to hin, tell him what he's qualified for.

SAIES DECISION DECISION
SIQUDCE: CYCLE STATE ENTER PRimARY PATTERN4 STATE EXIT TES:

a S
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REPORT TYPE: __
I.D.: Coder 2 S A SEQ 33 CROSS-REF

BLOCK
DESCRIPTION CONTI NUA2ON

PUROSE: around problms petting a particular job, and maintain sotivation for

yourself and the kids.

3ELIEF: 5 - If you vusA kids through too fast you can run into tvo problems:

first, it "coming back and biting you," second, DEP loss.

6 - If You find something else a kid will be happy with, if he can't

get exactly wkat he wants, then you have covered yourself later if he

coes back and complains.

7 - think of the cycle as five weeks. Most recruiters mistakenly don't

do that, and feel they haven't done something right. Have to alloy time

for people to to through the processing cycle.
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PROTOCOL CODING vORsmrET

2. SACKGROUN) INFOIRATION

I.D.: Coder 2 S A SEQ 33 CROSS-REF

Purpose: Sendling making mission in the context of his 8style. Now to be careful, work

Cycle: Pros_ lap__ Qual__ NIl. VEBA. Clox H-- DEP_ V-UP__ H/A x Oth

Settine: N/A

Rae: MG (p. 58 . para 3..., line 3) END (p. 61 , para , line 2 )

1. COIMUICATION STRATEGIES

3EL=?:l - Once mission is made, the number is behind him.

2 - My Job: put people in the Army, or help then let in the Army - making

mission means it's done.

3 - Not havins mission made near the end of the month is like having a person

with a cattle prod behind you hitting you in the middle of the back - a sense

of urgency.

. - You don't need people from the chain of command calling you to remind you

that you haven't made mission yet - you know.

RUl7: 1 - As long as mission is made, stay on an even keel.

2 - Work on the concept that you're going to make mission by the third week of

the month. Feasible if you start tvo weeks ahead of the beginning of the month.

3 - At the end, if you haven't made it, that's when you start to push. Not so

hard that they walk avay from you though. If you push too hard you can lose

them.

4 - Ask if there is anything else a kid might be interested in that he would be

happy with, in case he can't got exactly what he wants.

SALES DECISION DECISION

BIQOJUCE: CYCLE STATE ENTER PRIKARY PATTERN STATE EXIT TEST
a !
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REPORT TYPE: PCW

I.D.: Coder 2 S A EQ 32 CROSS-REF

PATER OPERATOR TECHNICAL RESULT OR OUTCOME
co Ow
PATURKS: C-POST vith P Instructional, sake & decision, or I'll teach you.

The decision is presupposed to be enlistment.

("Are you the type...sake a decision and stick vith it?")
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l1i. COMMNILCATION PATTERNS

OVRV.IZV: Lots of information on closing. starting with his attitudes on motivation for
himself, mission, etc. How to speed kids up when you need them to enlist --
motivation strategies for the kids. Uses M-4 of first, second, third gear
to describe his shifts in speed working with the different kids to set them
in. meet their needs, and make mission all at the sane time. The closer to
the end of the month, if he hasn't made it. the faster he works, the more he
pushes the kids -- but he seldom has to go through that.

PREDICA72: Via. And x Kin Olf-Gus__ ons__ Specific___

TrAz/
SDZUNTIC: 1-I___ Z-Q___ I-C I-A x I-E z P-C z Oth S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

ZATTE7RS: P Two choice closes. ("Let's get together") maintains
rapport at closing. ("I'll have your paper work ready")
assumes you'll go. ("hat's good enough for me...") --
it night not be for others, but I must trust you, i.e.,
we are vorkig together.

S-CON with M0. Motivator: if you wait you might not get the job.
P Creates the illusion of choice.

("If I give you a week to think it over will you jo.n?")

CE ("We have to do it now, you gotta go now.") -- Motivator.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA'P.EL

PATERNS:

; A-86
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REPORT TYPE: PCW
I.D.: Coder 2 S A SEQ_ 32 CROSS-REF

3LOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - The majority of the time he has made mission early, so he doesn't

| have to rush at the end of the month.
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PROTOCOL CODING UORZM13EET

1. BACKGROUND I TOMIATION

I.D.: Coder 2 S A SEQ 32 CROSS-REF

Purpose: Methods and beliefs about closing . handling procrastination. motivating Pis, etc.

Cycle: Pros__ Rap_ Qal_" &I- 7ILA Clo x 8-0. DEP F-UP_ M/A_ O .th

Setting: Phone, office

Range: BEG (p. 56 . pra 3 , line 12 ) M (p. .58 para1 , line_40 )

1I. COMUNICATION STATEGIZS

ZZZF:l - More important to stay in your best sequence than to make mission. Sequence

leads to making mission.

2 - You'll have days vhen you accomplish nothinn, but it's okay.

3 - If you just vprry about the number (mission) you lose yourself, and don't

pay attention to your applicants.

4 - You'll notice the number near the end of the month if you haven't made it yet.

5 - You can get everyone to move at the same speed you move, i.e. applicants

can be sped up at the end of the month if you need to get them in.

ZLE: I - "I shall enlist no person before his time."

2 - You have to treat those kids with kid gloves.

3 - Get everything done with a kid before you send him to the MEPS.

4 - Keep & solid work pattern going.

5 - Use down days, where you aren't accomplishing such, to do paperwork and

other office routine.

SALES DECISION DECISION
sIQzlCz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I

* I I I
2.I I I a
1.I I * I

___._ _ __ _ __ _ __ _ __ _ __ _ __ _ I _ _ _ _ _ _
' IT* I'

.II I

2. _____________________ I I I

II 6
* I,

3. I I II

* I I

II I

............... ________ ____ ____________-i______ii____i
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REPORT TYPE: PCW

I.D.: Coder 2 S A SEQ 31 CROSS-RF_

?,ATFR-N OPERATOR TECHNICAL RESULT OR OUTCOME

IPATU MS: AS with I/S. RE-D! Uses reality and humor to ease a tense situation.

("Have you ever made a uistake...?")
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III. COMMUNICATION PATTERNS

OVERVIEW: Long description of different facets of follow-up. Includes handling problets

for someone who didn't get what he was promised. Also, the importance of

making sure you do a good follow-up to close jour loop for the next recruiter

vho comes through. Includes examples of straightening out problems with

other stations and recruiters, as veil as talking to parents.

RtUDICA79: Via x Ad x tin x Olf-Gua_ nsa x Specific

SrvrAXI
SEMANTIC: I-R I-Q__ I-c I-As I-2___ I-C x Oth YB-CONS-CON

PAER OPERATOR TECHNICAL UISULT OR OUTCOME
CCMMON
PATERNS: P Eases families' contact with hin about boot camp with

humor. acknowledging the difficulties of boot ca=p at the

same time.

("Written any hate mail...")

YB-CON In case he told kid something that has changed and was

different for the kid, he acknowledges the proble= and

attempts to rectify it by gaining more knowledge -- shows

concern.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAY.XP.E

UNIQUE
PATTERNS: S-CON Wants straight information from the old 54(1.27-32)

Army recruiter regardless of what it was,
so he can solve the problem.

("If you lied I want to know...")

RE-D Let's people at unit where kid is co-

plaining know that the kid sounds vrong.
but he really isn't.

("He's not crazy...")

A-9
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111. COMMUNICATION PATTERNS

OVIEKYIIW:

IRDICLTZ: Vie_ Aud Kin___ Olf-Guse . Uns__ Specific

SnurrIC: I-R___ I-Q_ I-C I-A_._ I-!__ P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON

PATflRES: C-X Not ready to join now - let's find a time when you
will be - alloys for the possibility.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME XAMPLE

VATZRNS:

A-91



PROTOCOL CODING VOLKSEET

1. BACKGROUND INFOWiATION

L.D.: Coder 2 S A SEQ 318 CROSS-REF

Purpose: H/A rules and beliefs

C7cle: Pros_ Lap_' Qual_ N&I_ rEBA.. Clo_ H-O. DEP_ F-UP_ M/A X Oth

Setting: N/A
Mauge: lZG (p. 71 . para4 line 9 ) END (p. 75 . para , line 16 )

I. COMMUNICATION STRATEGIES

UrL :1 - You challenge yourself by giving yourself time frames and goals.

2 - If you make your goal ahead of time, you can take a break.

3 - Not realistic to get too specific on types of people, Just go for quality.

4 - Set a goal above mission, e.g. four for a mission of two is realistic.

5 - People, i.e. First Sergeant, calling you down for not making mission, are

stupid.

6 - If you get off track, you'll find yourself doing meaningless things that

won't help you make mission.

RVLZ: 1 - Progra= yourself out with times and goals. Keep yourself buffer time (and

prospect), as well.

2 - Don't hold someone so long you lose them.

3 - If you don't make your goal, don't let it bring you down. le satisfied wit h

what you do, as long as you're doing everything you can do.

4 - Looks back on the month and evaluates each prospect. If he didn't make it,

he puts it behind him and looks forward to next month.

SALES DECISION DECISION
QUNCI: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TES T

III --
II II

2,I I I I

•I I I I3I I ,I
_ _. . _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I_ _ _ _

II I I
4. ' I I I

I !I
S I I

3. I I I I
1 I I

IAI 9

A-9 2



1I.TOCOL CODING BORXSMET

1. 3ACKGROUNDI INFORMATION4

I.D.: Coder 2 S A SZQ 39 CROSS-REF

Purpoe: Understanding who to prospect

C7cle: Prosx Rap._ Qual__ VII FEu Clo_ -O__ DEP__ F-Up__ M/A__ Oth

Settif: All over

Range: BEG (p. 76 . para 2 line ) ND (p. 76 , para 6 , line 33 )

II. COIMUNICATION STRATEGIES

BELZF:! - You can have a large volume of people who are absolutely worthless to you.

2 - You need to get the right types of people.

3 - People with no sense of urgency are worthless to you. They think, "Why

would I need to do that right now?"

4 - It doesn't hurt to hang out with sophomores because in the long run it will

pay off for you.

5 - Spend most of your time with people who need to plan out their futures.

RZLE: I - Put yourself in the job market of people that can move now: RS grads,

college people, seniors, people that can sake a decision.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRDIARY PATTERN STATE EXIT TEST

A-9
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I , I

2. _______ I I
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4. I I I I

,7 T I ,
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'O vWING VOUSHM

I. ACKGROUUD 21WF0mWTIOW

X.D.: Coder 2 S A .40 COSS5-_

Purpose: otivation stratezies

Cycle: Pros__ Rap__ Qual J&I 1KM CID- AbC ZP F-UP__ M/A x 0th

ettins:

Samce: B (p. 77 , para 3.lue4 ) lime.. MDpara 3 line 13)

1. CMWNICTl10N SIBAJE GIES

UIW:l - If you have been having yrobl1.s naking vissim, you may need help from a

station comander. .ook back on hoy far throub '9be cycle people have been

setting.

2 - Physical disqualifiatiam is beyond you to a ztain degree.

3- QNE's say have something to do vith bow you mve talking to people.

4 - Being on the right rack involves being iavetivo.

317L.1: I - If Zou can't figure out vhat the problem is. call for help.

2 - If you have a system that vorked, but it jus failed tvo months in a row,

you say have to change it all around.

SAULS DECISION MECISION
IQUIE: CYCLE IUTZ INTER ?rthAfr ?ATEM STATE EXIT TEST

I-9
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3.I 6 I ,

l. I I '
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REPORT TYPE: ?CW

I.D.: Coder 2 S A SEQ 40 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - If I use several thing that don't work, I know I'm dealing with an

individual case vith this person. If my new technique works vith a

couple sore people, though, I can adapt it into my sales presentation.

6 - Keeping an the right track can be a big challenge by itself.

7 - HOC: 1) Risht track. 2)Realistic goals. 3) Men to ask for help.

4) Accepting the challenge, 5) king inventive. 1hese are all tied

together.

8 - Iveryone will need help eventually. It can be too late if you wait,

ask for it.

9 - If nothing is "clicking," see yourself near the end of the month,

sit back and say nothing is working - time for help (all senses

involved).
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13DTOCOL LOG
Coder: Subject: I

Pf ! EF 1 CYCLE TOPIC

1 1(12) jM/A !beliefs about I/A

2 !3(7) jros.DEP.IProspecting. using DEPs, and masking it fun

I/A I
3 15(11) tlros.M/A lhandling problems usinl the phone

4 17(10) 1Pros.3apIiapport and finding dba vhile prospecting

5 111(2) 1&IJlrElADetermining ElI
1 ICIo 1

6 112(2) ITEBA.Clo IlEA and closing procedures

7 I 12(10)1H-O !Handling objections, avoiding them to begin vith

8 113(16)FTEA 'Giving the applicant the sense of control

9 115(9) ?ProsM/A !Attitude about job and treating others

10 117(l) j&I Listening. not just hearing

11 118(4) FlIA 1FEBA. difference betveen facts and evidence

12 119(1) jClo.-O !Ways of closing and handling objections

13 121(6) !Pros "Prospecting strategies

14 123(9) IDEP !Handling DEPs

15 ,25(11),F-Up !Follov-up contacts
I i
* I

I f

I -

' I

i I

* I

S S I

* S I
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PROTOCOL CODING VORISHEUT

1. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 1 CROSS-REF

Purpose: M/A beliefs

Cycle: Pros_ Rap_ Qual N&I FEA__ Clo_ a-0 DEP_ F-UP_ M/A x Oth

Setting:

Range: BEG (p. 1, para 12 , line 37 ) MM (p. 2 , para 9 , line 24 )

I1. COMMUNOIf CATION STRATEGIES

RELIU: 1 - You know your mission ahead of time, so once you make it you can put it

behind you, relax, and go for some over production.

2 - Importance of Job is to keep up the strength of the Army.

3 - Making the job fun makes him happy at it.

IULE:

SALES DECISION DECISION
SEQDENR: CYCLE, STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I al I I

III g
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PROTOCOL CODING VORSU]ET

1. BACIWROUND INFORM1ATION

I.D.: Coder 2 S B SEQ 2 CROSS-REF

Purpose: Procedures about prospecting, using DEPs, and making it all fun

Cycle: Prosx Rsp_ Qual_ N&I FEBA_ Clo_ H-0 DEP x F-UP M/A x Oth

Setting:

Range: BEG (p. 3, para 7 , line 26) END (p. 5 ,para 5 , line 24 )

11. COMOUNICATION STRATEGIES

ULUP: I - Bappiness comes from helping people, and it makes you work better.

2 - DEPs have to earn their money, too. Help vith referrals, meeting people

(beach trips in Winnebago).

3 - Satisfaction comes from seeing DEPs go in at higher rank, with rewards.

4 - If you so into stores regularly, at the same day and time, people will get

used to it, and start to refer people to you, knowing you'll be there.

5 - Walk-ins are usually not qualified, so waiting around for them in the office

won't help.

RULE: 1 - Don't sit around the office all day - canvas.

2 - To increase the chances for success, split up the day: grad lists, tests ir

the morning, call seniors, or catch them out, afternoons. Set RPI rack on top of

car at basketball courts, parks, etc.

3 - Make the job interesting or you'll fail.

SALES DECISION DECISION
SEQUMNCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

III I " '
I I I I

II I I
* I I

1. I I I

T I I
g I I I

2. g I

I I I I
3. __ _ __ _ __ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ _ _ _ _ _ _

I I
I I I I

4+I I I
S I :

I I I 1

6.I
__8 I I _
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REPORT TYPE: PCW
I.D.: Coder 5 B Q CROS$-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - A lot of nevly drafted recruiters don't have the sense of challenge

- they need it to succeed.
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORIATION

I.D.: Coder 2 S B SEQ 3 CROSS-EF___

Purpose: Eandling problems vith using the phone

Cycle: Pros x Rap_ Qual_ N&I_ FEBA_ Clo_ H-O__ DEP_ F-UP M/A x Oth

Setting: Office, phone

faMnge: BEG (p. , par& 11 , line 42) END (p. 6, para. 2 , line 19

1I. COOMICATION STRATEGIES

BELIE?: I - You can only talk on the phone for so long, then you get tired of it.

RULE: 1 - Schedule times and breaks for the phone.

2 - Move, change positions, even talking on the phone, and notice the differen.ces

in tone and attitude.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I
* I
*.I I

I I I I

,I I I I
I I . . . _ _ _ _ _ _ _ _ _ _
I I I I

4. I I I3.I ' I _
I I I

5I I I IV ,4 '
II I I

6. I I I I
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 4 CROSS-REF

Purpose: Establishing rapport and finding dominant buying motive, in prospecting

Cycle: Prosx Rap_2 Qual_ N&I x FEBA__ Clo. H-0 DEP F-UP_ M/A_ Oth

Setting: Office, area canvassing

Range: BEG (p. 7 , pare 10 , line 31) END (p. 9 par& 10 , line 32 )

II. COMMUNICATION STRATEGIES

BELIEF: I - Steps in the sales cycle: find the dominant buying motive, concentrate on

it. Don't worry about all the other steps.

2 - The guy vill tell you what he's interested in while you're establishing

rapport. If you're listening, he's going to tell you.

3 - When someone first walks in they're going to be tense. You can watch them

relax, listen for voice tone changes, watch eyes light up, more eye contact,

watch body language.

1EUL: 1 - Stress the dominant buying motive, avoid other areas where there could be

problems.

2 - Once you have satisfied the dbm, close.

3 - Make the guy feel confident, make him feel you're interested in him joke with

him, etc.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I I
I I I I
I I I

I I S I

2. I+ I II
2. S I I3 I I I

+ I 4 I
o",, I I I

4. I+. I II I I I
* I I

5.__ _ I I

6.,_._____,__,___
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IEPORT TYPE: ?C W
I.D.: Coder 2 S B SEQ 'CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - At first people will be reluctant to talk to you. When they talk,

ask questions, that's a sign of rapport.

A-i 2



III. COMMUNICATION PATTERNS

OVEKVIEW: Discusses finding dbm, establishing rapport, etc.

PREDICATE: Vis x Aud x Kin_ Olf-Gus_.. Uns_. Specific

SYNMI
SEMANTIC: I-R___ I-Q... I-C__ I-A x I-E_ P-C_ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON I

PATTERNS: P Assumes there is something else kid is interested in.
Forces kid to either come up with something else, or
concentrate on that.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLEUKIQUE
PATZTERNS:

A-I
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFOL AT ION

I.D.: Coder 2 S B SEQ 5 CROSS-REF

Purpose: Determinirg N & I

Cycle: Pros_ Rap_ Qual_ N&I x FEBA x Clo x H-0 DEP F-UP_ M/A_ Oth

Setting: Office

Range: BEG (p. 11 ,par 2 , line 2 ) END (p. ll , par& 14 , line 39

II. COMMUNICATION STRATEGIES

BELIEF: I - The only way you're going to find out N & I is to ask fact finding questions.

2 - Present the most important interest last because that is the one they'll

remember best.

RULE: I - Find out which thing is most important to them by going down a list of thi-.gs

and asking the= to pick the three most important. Then do presentations on. the

three, with the most important last. Then close.

SALES DECISION DECISION
SEQUEICE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TES"

-I I I i
iI I I

I i I I
2. __ _ __ _ __ _ _ _ _ _ _ _ +I

I I I a

a I I a

4.43. __ _ __ _ __ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ _ __ _ _ _

5.,
SI I

6. I
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 6 CROSS-REF

Purpose: FEBA and closing procedures

Cycle: Pros_ lap__ Qual_ N&I_ FEBA x Clo x H-0 DEP F-UP_ M/A_ Oth

Settion: Office

Range: BEG (p. 12, par& 2 , lne- ) END (p. 12 para 8 line 34 )

II. COMMUNICATION STRATEGIES

BELIE?:

RULE: I - Show him facts (pictures in the sales book), show him the benefits, then

close.

2 - If kid says he doesn't need to look at the book, he'll just close on hi.t then.

3 - Asks if he's ready to enlist, never "go down and take the physical, take the

test."

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I a
p a I

loI I I

I a I I

4. I I I I

II I I _ _ _

I I I5. __ _ _ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ I__ _ __ _ _

* I I

6. _ _ _ _ _
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III. COMMUNICATION PATTERNS

OVERVIEW: Discusses the order in which he would approach closing after FEBA. Direct
asking for close, without kinesthetics, using presuppositions.

PREDICATE: Via x Aud___ Kin___ Olf-Gua___ Uns x Spad ._

SEMANTIC: I-Rx I-Q__ I-C I-Ax l-E _ P-C o __

PATTERN OPERATOR TECHNICAL RESULT 1 OUTCDOM
COOION
PATTEWS: UV "Set you up for test" - difers= than "give/take" test

:avoids negative feelings (11

P "Are you ready...?- ssumes ecc e, places queskcn on
timing

PATTERN OPERATOR TECiIC^AL RESULT IR OUTCOMEUNIQUE 
-

PATTEMNS:

A-106
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PROTOCOL CODING WORKSHEET

1. BACKGROUND W1PORHATION

I.D.: Coder 2 S B SEQ 7 CROSS-REF

Purpose: Riandling objections, and avoiding them to begin with

Cycle: Pros__ Rap__ Qual__ N&I. FEBA_ Clo__ H-0 x DEP_ F-UP_ K/A_ Oth

Setting: Office

Range: BEG (p. 12 , pars 10 , line 38 ) END (p. 13 , pars 14 , line 28

II. COMMUNICATION STRATEGIES

BELIEF: I - Kids will usually say no to "are you ready to be all you can be in the

United States Army."

2 - Not scared of a "no" - vili very seldom accept a no.

3 - If you wait several days after a kid says no, he'll have a different outlook.

4 - Asking kid what information to give him gives the kid the control (probably

illusory).

IULE: 1 - If a kid says no, and he sees where he can't get anywhere with him then,

he'll wait 2 or 3 days and "accidentally" stop by the kid's house.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

II I
S I II

I1 I _ _ _ I __

lu I I

2. II I S I

3. ___ __ __ ___

4.4
I I I

6 . _______________________ '____________
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III. COMtUNICATION PATTERNS

OVERVIEW: Handling a "no" and being persistent.

PIEDICATE: Vis. Aud.__ Kin Olf-Gus___ Uns_ Specific

SEMIATIC: I-R_ I-Q___ I-C__ I-A_ I-E__ P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS: P Presupposes kid needs more Information if he says no.

(-What is it you're not sure about, what is it you
want to know?")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOM EXA-v'-E
UNIQUE
PATTERNS:
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PROTOCOL CODING VORKSBEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 8 CROSS-REF

Purpose: Giving the applicant the sense of control

Cycle: Pros_ Rap_ Qual_ N&I FEBAx Clo- B-0 DEP_ F-UP M/A Cth.__._

Setting: Office, at desk; outside of office as vell

Range: BEG (p. 13 , pare 16 , line 32) END (p. 15 , para 3 , line 17 )

II. COMINICATION STRATEGIES

RELIF: 1 - If you give the kid your seat, he'll feel in control, confident, and he'll

give you more information - everything you need. Giving him the JOIN Machine

keyboard does the same. Giving him sales book also.

2 - If a recruiter has been having trouble with a sale, give the kid to another

recruiter and go through the role reversal of seats, JOIN, etc.

3 - This is a big step in a guy's life - giving him the keyboard makes it easier

for him.

RULE: I - Out in the field, just let them talk as long as they want - they'll let

you know vhen they're ready for interview.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
-I I I I

* I I I

'II I I
I I I I

2. *2- I I
I I I .. I

__ _ __-_ _ _ __ _ _ __ _ _ I __ _ _ _ _ _ _ _ _ _ _I __ _ _ _ __ _ _ _

III I

6.I I III I
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REPORT TYPE: PCW
I.D.: Coder 2 SB SEQ 8 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - Believes he sells himself and his experiences in the Army, travel,

how happy he is, etc.
- If you don't sell yourself, you can't sell the Army.

A-I11



III. COMMUNICATION PATTERNS

OVERVIEW: Interesting use of rep systems in his description of role reversal with kid.
The equivalent of CRI and presuppositions in language.

?3MICTE: Via___ Aud__ Kin_ Olf-Gus__ Uns___ Specific

SEMANTIC: I-R I-Q___ I-C . I-A I-E_ P-C_ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATMUS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.LPLE
uNIQUE
PATTERNS:
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PROTOCOL CODING WORXSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 9 CROSS-REF

Purpose: Attitude about Job and treating others

Cycle: Pros x Rap_ Qual_ N&I FEBA_ Clo_ H-O__ DEP_ F-UP_ M/A x Oth ._

Setting:

Range: BEG (p. 15 , par&9, line 35 ) END (p. 16., par 5 ,line 2 3  )

II. COMM(UNICATION STRATEGIES

ELIEF: I - Recruiters are in the Army, volunteers, even if not into recruiting - it's

a iob that has to be done. If you get that into your head, you'll be happy as

a recruiter.

2 - If people see you complaining, pissed off, they're going to have that opinion

of the Army.

IULE: I - Attitude: smile at people when you talk to them, look them in they eve, be

polite, carry yourself in a military way.

2 - Treat people as people, not just someone to put in the Army when prospecting.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TES:
- I I a

a a I

2. _ I 1 1
I I I I

SI 4
4 . a It

t I 4
a a I5I I I a

IAI I
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 10 CROSS-REF

Purpose: Listening, not just hearing

Cycle: Pros_ lap_ Qual N&I x FEA__ Cio Hl-O DEP__ F-UP_ H/A_ Oth

Setting:

Rage: EG (p. 17 , pars ,line l ) END (p. 17 , par 7, line 35 )

II. COMMUNICATION STRATEGIES

NELTIF: 1 - A lot of times people vill say things a recruiter won't really hear because

he isn't really listening. Only picking up vhat he wants to hear.

2 - A lot of recruiters would rather talk than listen, but it's important to

listen.

3 - Listening is not just hearing. You can "hear feelings."

I7E: 1 - If a kid strays from one topic to another, you need to pick up on it.

2 - He would interrupt a recruiter who was missing the point as in I and get

on the same track as the kid.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I 113* I I
I I I

I I I
2.I I II

+. I I
3I I I

II 4
3.I I II

4 I
I I I5. __ _ _ _ _ __ _ _ __ _ _ _ __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

I I I
6. I I
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PIOTOCOL CODING VORKSEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 11 CROSS-RE_ _ _ _

Purpose: FEBA, difference between facts and evidence

Cycle: ProS Rap_ Qual__ N&I FEBA x Clo__ H-0 DEP F-UP M/A_ Oth

Setting:

Range: BEG (p. 18 , para 4 , line 19) END (p. 18 , para 12 , line 40

II. COMMUNICATION STRATEGIES

BELIEF: I - Facts are different from benefits.

AULE: 1 - Give facts and benefits at the same time, but they are different steps.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I
I I I I

I I I I

4.-

,I I I I

i ,I -I I
III I

II I I
t . I I I I

___I I _
I I I I

I______ I__ _ _ __ _ _ _ I__ _ _ _ _ _ _ _ _ _ I
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III. COMMUNICATION PATTERNS

OVEIVIZII:

ICA: Vis___ Aud_ Kin x Olf-Gu _ Una Specific

STNrAXI
MIMIC: I-R._ I-Q__ I-C__ I-A__ I-E__ P-C x 0th

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTES: M-4 !Shows difference between facts and benefits.
I I

I I

SN C -. _IQ _ I I- - - t

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMfEEXML

I I1lO

PATTERNS: M Sosdfeec ewe at u eeis

A-115
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PrlTOCOL CODING VORSBEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 12 CROSS-REF

Purpose: Ways of closing and handling objections

Cycle: Pros__ Rap_ Qual. Nl FEBA_ Clo x 5-O x DEP F-Up_ M/A_ Oth

Settling: Office

Range: BEG (p. 19 , paral , line 1 ) END (p. 20 , par& 6 , line 26

II. COkMUNICATION STRATEGIES

BELU: I - If after FEBA kids still object, something is wrong. One of us isn't

listening.

2 - Believes he's never had the Rroblem of a kid not understanding him.

3 - Knows when they sit in his chair whether they're going to go or not (they're

going to when they sit in the chair?).

RULE: I - If there are still objections after FEBA. go back and find out what you

left out.

SALES DECISION DECI SION
SEQI3CE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- B I
B I I I
i I II
I I I

a I

2.
I l I I

3. III.

I I I B

3- B II

5.I I
B• I B

6. I I I
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III. COM(UNICATION PATTERNS

OVERVIE: Discusses obJections, lack of good comunication/understanding, how he knows
if a kid is going to go, how to handle a particular objection: parent
wanting kid to finish school first.

PREDICATE: Visx Aud x Kin x Olf-Gus___ Uns x Specific

SEMANTIC: I-._ I-Q I-C I-A I-E P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMECOMMON
PAlTERNS: CRI with INT Challenges kid to make his own decision, satisfy himself,

not his mother. Clarifies who kid is satisfying.

A-OUT Says kid won't do as well in school if he is there only to
satisfy mom. Satisfy her better by going later.

RE-D Same as above: "Are you the man of the house, or your
wife?"

CRI Same as above, uses self as example.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA..2LE
UNIQUE 

B
PATTERS: 

I

A-1

B

I

A-II7



PDTWOL CODING VOrKSXET

I. IACKGROUN'D FOR1ATION

I.D.: Coder 2 S B SEQ 13 ___ ___,__

Purpose: Prospecting strategies

Cycle: Pros x Rap_ Qual_ MI FZ13_ C.o__ N-O 1EP F-UP_ M/A_ Oth

Setting:

lange: BEG (p. 21 , para 6 . i 21 END (p. 23 , para 7 ,line 4.

II. COMiNICAT2ON STRATEGIES

BELIEF: 1 - A person can get a vnal Image of you wrer the phone from your voice. He'll

know If you're really interested or izt trying to get the appointment.

2 - When he moved around while talking on the Zhone, looked out the window, he

projected more energy over the phone, the kids at the other end responded better.

3 - Part of being successful is probably being a little weird - experimenting,

trying everything. Others probably can't see themselves doing these things.

- Older people are wo7tb approaching because they may have nephews, sons, etc.

to refer.

lUlU: 1 - Experiment all the ttme.

2 - Stop people anywhere to talk.

3 - Have to sit down and look at the area yon're working to decide where to

prospect.

4 - Go anywhere you can get exposure.

5 - Don't cold call until you're tired of ca1ling. After a certain number of no's

get away from the phone for a while.

6 - Get the calls out of The way in the mornng, then later in the evening.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ERM PRIMAR PATI STATE EXIT TEST

I I I I
I I II

l•I I I* 4 I , ,

I I I
2.I I

I I I I

3. I

A-118

A-I1I8



III. COMMUNICATION PATTERNS

OVERVIW: Talks about changing his position, where he was sitting, looking, etc. when
talking on the phone, and how it helped to experiment with different ones --
and the different level of effectiveness.

P=ETE: Vig Aud__ Kin__ Olf-Gus_ Una__ Specific

SYNTAX/
SEMANTIC: I-R I-Q- I-C- I-A- I-E - P-C- 0th

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMM4ON
PATTERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPL.E
UNIQUE
PATTERNS:

A-1

a

a
I
ILa

: aD~T: l u i Ol-u n Seii
a
aEATC - - - l-__1E - t

IATR OEAO TEaIA EUTO UCM
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fROTOCOL CODING VORiSKEET

I. ACKGROUND INTFORMATION

I.D.: Coder 2 S B SEQ I4 CROSS-REF

Purpose: Handling DEPs

Cycle: Pros lap_ Qual. N&I- FEBA Clo H-0- DEP x F-UP I  M/A= Oth

Setti.:

Bange: BEG (p. 23 , para 9 ,line 45 END (p. 25 ,par& 9 , line 32 )

II. COMMUNICATION STRATEGIES

WM EF: 1 - Doesn't know how to lose DEPs - knows how to keep them.

2 - If you don't go to see them you could miss important information - the phone

isn't enough.

3 - Getting out with your DEPs in public gives you and them good exposure, helps

with referrals.

4 - Seeing DEPs in groups, and individually, are both important.

RULE: 1 - Get to know DEPs well.

2 - Keep track of them from the start.

3 - Treat them as friends or co-workers.

4 - Take them out for a hamburger, spend time with them, do things with them.

5 - Actually go to see them.

6 - Have DEPs help refine high school list, make some phone calls, etc.

7 - Talk with parents.

8 - Actually tries to enlist on the beach, or wherever he is with DEPs.

SALES DECISION DECISION
SEQUEUCZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I

2I.
4 I __ _

* I I a
3. I

a a a I
+ I 4 I
a. a I a

5. I II 4. I
6I I I I I

J. I II _ _ _ _

A- 120



77

REPORT TYPE: PCW

I.D.: Coder 2 S B SEQ 14 CROSS- EF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 9 - Necessary to get DEPs together in a group -teaches some military

courtesy, training, etc.
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111. COMIUNICATION PATTERNS

OVERVIEW: Strategies for handling DEPs. Getting in the Winnebago and hitting the beach,
helping vith phoning, refining lists, etc.

PIEDICAZ: Via___ Aud_ Kin Olf-Gu__ Una Specific___

SEMANTIC: I-R__. I-Q_ I-C__ I-A I-E__ P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMECOON

PATTERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXX-2??.
UNIQUE
PATTERNS:

A-122
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PROTOCOL CODING VORKSUET

I. RACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 15 CROSS-REF

Purpose: Follow-up contacts

Cycle: Pros_ Rap_ Qual_ N&I FEA__ Clo_ B-0 XP_ F-UP x M/A__ Oth

Set ting:

Range: BEG (p. 25 , para 11 , line 35 ) END (p. 26 , para 4 , line4O )

I1. COMUNICATION STRATEGIES

BELIUF: 1 - Rave to make sure kids are happy after they go in or they can come back and
"put the bad word out" on you in the coIunity.

2 - If you keep track, you can at least know what is happening and handle any

problems that come up. Nay have to call his DI.

3 - Often forget things that are useful, but they pop back up when you need them.

RULE: 1 - Keep contact with family after DEP goes in. Find out how he's doing.

SALES DECISION DECISION
SQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I. S I I
1.I I II

I I II I

I I I I

I I a a

,I I I a
5. _ _ _ _ _ _I I !II I I I

6.
I I A123
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l'OXDCOL LOG

Coder: 2 Subject: C

9 3 REYi CYCLE TOPIC

1 J1(2) IDEP,./A !M/A and DEP management

2 17(5) Il/A II/A

3 110(2) 1Clo.-O IClosing and -0 principles

4 111(5) IPros,DEP IDEP prospecting

5 112(0) -'Prom IProspecting vith school counselors, teachers, etc.

6 114(11)IFIA.3-0 IH-0, competition vith other services (Air Force esp.)

7 115(6) !N&I.TEEA !Principles of 3I1. FERA and closing

IClO

8 !17(7) IN&I,FEBA 1FlEA. NI, and avoiding QNE' .

9 118(7) !Rap 'Importance of rapport

10 119(7) IRap,Pre-Q!Creating challenge for the kid and Pre-Q

11 120(7) IPros.M/A !More self-motivation strategies and incentives

12 1,22(5) lPros.FEMRules and principles of canvassing, selling appointments

13 123(7) lPros.N&I.IWhat's covered in first appointment

14 124(3) IProt 'Planning schedule, prospecting

15 127(3) !Rap.NI, 'Ways of handling a kid vho didn't do veil on test
' :FEBA

16 1,28(5) IN&l,FE A.lHandlinI someone vith prior service experience

17 129(4) FEKA !Different approaches to different people/cate*ories

18 131(4) IDE? lHandling DEPs

19 1.3() !DEPF-Up 'Handli!3 DEPs and follow-up after enlistment

20 136(2) IPros I1rospectinf, mostly an phone

I A 2

II 1

I I I

I

I I I

I I I

S I I

I
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 1 CROSS-REF

Purpose: /A

Cycle: Pros__ Rap_ Qual_ N&I fEA_ Cio H-O DEP x F-UP M/A x Oth

Setting:

Range: BEG (p. , par& 2 line I ) END (p. 3 para 6, line 33

11. COMMUNICATION STRATEGIES

BELIEF: 1 - The most important thing about recruiting is motivation, 90% of the sale -

going to rub off on the applicant.

2 - Motivation lies in leadership - if your leader doesn't give a damn, why

should you.

3 - If you are proud of the Army, recruiting is not a problem. That's what the

kid is looking for.

4 - DEPs can give you a sure referral a lot of the time - that gets you up if

you've been down.

IDLE: 1 - You have to look forward to sitting down with a kid and telling him about the

Army.

2 - If you haven't made it by the 15th, start looking for what the problem is.

SALES DECISION DECISION
SEQUEN : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I e II
I I l I

1. I I I III I I
I I I I

g. * II

3I I II
0I 'I +

I I I I
/.II. __ __ __ _

I I I I

5.I I5,I *1. _ _I I I I

6. I I I
SA_12 I I
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REPORT TYPE: PCW
I.D.: Coder 2 S C SEQ 1 CROSS-REF

BLOCK
DESCRIPTION CONTINJATION

BELIEF: 5 - Little things DEPs earn, like t-shirts, mean a lot to the kids,

that's motivation for them - that motivates me.

6 - Recruiters need to be motivated. Drill sergeants are the most

motivated 1eople you're going to meet. This starts an Army career.

DEPs start to idolize their recruiter.
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PROTOCOL CODING VORKSNEET

1. BACKGROUND INFORMATION
I.D.: Coder 2 S C SEQ 2 CROSS-REF

Purpose: M/A

Cycle: Pros_ Rap__ Qual_ N&I- FEBA_ Clo H-- DEP_ F-UP_ M/A x Oth

Setting:

Range: BEG (p. 7 ,par 5 line 22) END (p. 7 , pare 9, line 46 )

1I. COM)OIWCATION STRATEGIES

BELIEF: 1 - You have to have an experienced NCO. Be should keep people going.

2 - Don't be afraid to ask your NCO for help or you're just ripping yourself off.

RUIE: 1 - Don't turn anything down. Take challenges. Control the fear.

2 - Get a good guy and model yourself after him.

3 - Get into those books, be villing to learn.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I I
III I
IIi I

1-I I I

2..
I. I I I

3.I I

2. I I I
I I !I

4 . I I I I

6I
I I I

4. 1
* I I I

6.I I I I
1. 1 J I _ _ _ _ _ _
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PROTOCOL CODING WORKS M T

1. BACKGROUND INOLHATION

I.D.: Coder 2 S C SEQ 3 CROSS-REF

Purpose: Closing and H-0 principles

Cycle: Pro__ Rap__ Qual__ W&I FEBA Clo x H-O x DEP_ F-UP_ M/A_ Oth

Settimn:

Range: BEG (p. 10 ,para 2 line 7 ) EN (p. 11 , par. 3, line 23 )

11. COMMUNICATION STRATEGIES

BELIEF: I - You may not set exactly what you want first time around, but if you re-enlist

-you can set Just about anything.

2 - Trial close is not important.

3 - You want kids to feel they are a part of the interview, almost in control of

it. That's really important.

3 - Everyone has a bad image of a recruiter. You have to overcome that, the key

is to care about them.

RULE: 1. Tell kids that if they get to MEPS and can't get what they want, don't go.

2. Let kid know he is in control, and that he's trying to make decisions at the

same time.

3. Help him make the decision, but let him think he made it on his own.

4. You have to think of the other people involved in the sale, parents, etc.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TES7

- ! I I I -
I I !

I I
.I I I

I l II2. I I

SI ,I I
g0I I ,3 I I

II II
*o I I I4.4
I I I

5. I

6 -I I I ,

,, __ _ _ _ _ _ _ _ _ _ _ _ _ _
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REPORT TYPE: PCW
I.D.: Coder 2 S C SEQ 3 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - Recruiters can get hung up on objectives and forget about what the

kid wants. You're going to lose him because starts sensing you only

want Zour quota.

5 - There are lots of people involved in the sale, family, friends, etc.

A-129



PROTOCOL CODING VOR .EET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S C SEQ 4 CROSS-EF

Purpose: DEP prospecting

Cycle: Pros x Rap__ Qual N&I- FEBA= Clo H-O- DEP x F-UP M/A Oth

Settin g:

Ranae: BEG (p. 11 , par&5 , line 25) ND (p. 12 , par 2 , line 22 )

11. COMUNICATION STRATEGIES

3IXU: I - You don't have to ask for referrals from DEPs - they know about the

promotions, etc., they'll give them to you.

2 - DEP program forces kids to finish school. Actually makes it easier on the

kids.

3 - Asks kids to call him by his first name, but they don't out of respect.

4 - Believes he gets about 2 appointments out of 10 calls.

IU'E: I - Spend a lot of time in the schools.

2 - You have to talk to the kids about their problems, talk to their friends.

3 - Give them a sense of being in the military. You're ripping the kid off if vcu

don't. Prepare kid for basic, start telling him what to do.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I -
I I I I
I I I I
* I I I

* i I a

3. __ _ __ _ _ __________ 1, a I
I I I

__ __ __ __ __ __ __ _ _ _ _ __ _ _ _ _ I _ _ _ _ _ _ _ _ _a_ _ _ _ _ _

I III
I II
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III. COMMfUNlICATION PATTERNS

OVERVIEW:

PREDICAXE: Via Aud. Kin Olf-Gus Una x Specific

sYrT.X/
SDMANTIC: I-R__ I-__ I-C I-A__ I-E P-C__ Oth FP-CONS-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON

PATTERNS: P with FP-CON Tells kid date by which he wants referrals, motivation.
"We" maintains and strengthens rapport and motivation.

(We're going to get you promoted...")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXALE
UNIQUEi
PATrERNS: S-CON Tells kid if he doesn't fulfill his part, 11 (8,36-43)

he'll be discharged. Forces kid to finish
school to protect his interests.

A-131
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 5 CROSS-REF

Purpose: Prospecting vith school counselors, teachers, etc.

Cycle: Pros x Rap_ Qual__ N&I. FEBA_ Clo. H-0 DEP_ F-UP_ M/A_ Oth_.

Setting: Schools

Range: BEG (p. 12 , para4 , line 27) E1 (p. 14 , para 10 , line 38 )

II. COMO(UNICATION STRATEGIES

BELIE.: 1 - Gets a lot of referrals from h.s. counselors.

2 - Counselors vant small favors.

3 - When you bring counselors gifts, book covers etc., they feel obligated.

4 - Host recruiters waste time by calling all seniors cold, when they could ge:

Information from counselors and save time.

5 - Most of the teachers (in his area) were in the military, educated through G',

Bill - it helps.

RULE: I - Ask career counselors what seniors are planning.

2 - Give classes, lectures, in school.

3 - You have to have an effective ASVAB program, for time management.

41 - Spend time, lunch, joking, with teachers. It means a lot to them.

5 - When something doesn't work, find an alternative.

6 - You have to show students that you are interested in more than just get: in

the= in the Army - show what the ASVAB is for, aptitude in certain areas.

7 - Start with key people, class president first, football star, etc.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I -
I I I I
I I I I

2.I I I
* I I I

II I I
__ __ __ __ __ __ __I _ _ _ _ _ _

I I I
II I

6..
I Ia I

A- 132



REPORT TYPE: PCW
I.D.: Coder 2 S C SEQ 5 CROSS-REF__

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - Recruiter needs to find his personality and relate it to the job.

The same thing doesn't york for everybody.

7 - A lot of students think you, and AVAB, are only aimed at getting

them in the Army.

8 - If you set the key kids involved, others will follow because of peer

pressure. Key kids will talk to you because they don't want others to

think they're afraid.

9 - Parents of kids, kids coming back after basic, do a lot of recruiting

for him.

RULE: 8 - Use yearbooks. school papers, etc. and cold call from there. After

football game, call most valuable player Saturday night.

9 - Take kids Just back from basic, over to the high school.
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Il1. CO 1 UNICATION PATTER S

OVERVIEW: Talks about methods and attitudes with counsel ors, teachers, students. Had no

publicity for ASVAB - had to go to the school and start talking to kids about
vhat it was really for. Increased testing greatly.

PREDICATE: Vis__ Aud___ Kin__ Olf-Gus._ Una__ Specific_

SYNrAKI
SMANTIC: 2-1.__ I-Q._ I-C I-A.I.=I-_=. P-c___ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON
PATTERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAV - E
UNIQUE
PATTERNS:
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PROTOCOL CODING WOKSmT

I. 3ACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 6 CLOSS-RIEF

Purpose: H-O. competition vith other services (Air Force *sp.)

Cycle: Pros_ Rap__ Qual_ Nki&I 713A x Clo__ B-0 x DEP_ F-UP_ M/A_ Oth

settif: Office

Rane: BEG (p. 14 , para 11 . line 39) END (p. 15 , par& 4 line 45 )

II. CO4MUNICATION STIATEGIES

MEL.3F:1 - Air Force easy to overcome because his father did 20 years in the Air Force

and retired an 2-5. Selection really slov. Took him 3 years in the Army to

make 1-5.

2 - Using yourself as an example really helps the kid.

3 - If you spend the time to tell the kid everything he'll need to get the job

and that if he can't get it not to go. he'll probably go anyway because he feels

obligated to you for taking the time vith him. He'll tell his friends you told

hi that as vell.

RULE: 1 - You can't promise the kid a specific job. He'll go looking for it. If he

finds out you lied, you've lost the contract. Tell him you can't talk about

specific jobs.

SALES DECISION DECISION
ImQUECI: CYCLE STATE ENTER PIM(ARY PATTERN STATE EXIT TEST

* I m

I I I

.%I I ___________ ' _________I______

T I T

4. '

I I I I

___,__ __I _ _ _ _ _ _ __I _ _ _ _ _ _ _ _ __I_ _ _ _ _ _ _ _ _ _ _ _ _ _
I S I

_________ __________ I________ I_______
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II. COW7fNCATION PATTERNS

OVIVUW: Gives example of talking to parent vhen calling for kid and kid isn't home.
Gets parent interested first - "are you familiar vith the Army college fund..."

FZZICh. : V1. Aud_ Kin_ Olf-Gus_. Uns. Specific__

SYNrAXI
SAUNTIC: I-R_ I-Q___ I-C_. I-A x I-E__ P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTERNS: AWARE Alloys him to give info on college fund to parent

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA. -E
VNIQU E
PATTERNS:

A-136
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PROTOCOL CODING WORKSHEET

I. SBCJCROUND INFORAT ION

I.D.a• Coder 2 S C SEQ 14 CROSS-REF

Purpose: Planning schedule, prospecting

Cycle: Pros z lap__ Qual__ N&I FLEA_ Clo a-0 DEP_ F-UP_ M/A__ Oth

Setting:

Rmage: IE (p. 24 , para 3 ,line 28 ) END (p. 25 , par& 7, line 9 )

II. COMM(UNICATION STRATEGIES

RM1.W: I - Contact kids at least three times if they missed an appointment - too many

possible reasons to ignore.

2 - If you can get parent interested. e.g. in college fund, kid will call you back.

3 - You get about 25% of kids you contact.

4 - Average high school senior probably changes his mind about 4 times in the

course of the school year.

5 - As soon as you hit the right senior, others will follow because of the peer

pressure.

RUIE: 1 - Schedule grad appointments from 1l-lunch. Paperwork after lunch. Call

seniors after school (302 by the end of September).

2 - If kid's not home and he gets parent, puts a bug in their ear about the

college fund.

3 - Key is to say you're interested in enhancing kids future - parent thinks

you want to help.

SALES DECISION DECISION
SEQUEM : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

II I l
I I I I
I I I I
I I I I

1.I I I

2. III
III I

I II

3. 4 I__ _

4IIIl

I I I I

5. __ _ __ _ _ __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ i __ _ _ _ _ _ _ _ _i _ _ _ _ _ _

I lI I

6. I II ,_ __,A_137A-137



TIDT OL CODIN WKSEET

I. SACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 13 CNDSS-REF

Purpose: What's covered in first appointment
Cycle: Pros x Rap_ Qual__ N&I x E f x l 2 * 1-0 MEP__ F-UP M/A_ Oth

Setting: First appointment

ange" lEG (p. 23 , para 7 ,J. ne 25) 3= (p. 24 , para ,line 25 )

11. COWMICATION STRATEGIES

MEIEF" 1 - If you stay with the sheet listing inigs. you won't miss too many things.

2 - Host recruiters will have a kid come Snto the office first because they are

afraid to set out of their own euvironumez.

3 - Rouse calls are best because you can sell parents and kid vil to along.

Parents understand VA -benefits, etc., w= really help out once they're sold.

332L1: 1 - Uses sheet provided by the Army that lists important points.

2 - Suggests they take ASVA3 in school i.f it's available - if not he offers to

test them and set up next appointment.

SALES DECISION DECISION
2EQUC: CYCLE STATE ENTER PRIARl PATTED STATE EXIT TEST

- I I A I
I I I I
I a I a
I I I I

I . I I
I I S I

2.I . I I
4. I II
I I I I

I I I I

., I________ '1_____________ I I

a I I
9.I I

t II ,
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 12 CROSS-REF

Purpose: Rules and principles of canvassing, selling appointments, etc.

Cycle: Pros x Rap__ Qual_ N&I EBA x Clo__ 1-0 DEP_ F-UP_ M/A_ 0th

Setting: Canvassing mostly

Range: BEG (p. 22 , para ,5 line 40) ED (p. 23 ,para 5, line 22 )

II. COMMUNICATION STRATEGIES

BELIW: 1 - People who work in fast food places have low standards.

2 - Army can offer kid $574/mo. vs. 250-300 in fast food - gives recruiter

leverase.

3 - Fast food place Is a neutral ground, good place to start before bringing the

kid into station.

4 - Trying to get commitment on the first appointment causes a pressure sale.

Turns people off.

IULE: 1 - When area canvassing, never go out into an area unless you have a set place

to go.

2 - Usually Just drop a card in those fast food places - the kids usually call

back.

3 - Holds all appointments in fast food places. Usually schedule follow-up

appointment in station.

4 - Just make contact initially. Offer 2 choices for first appointment, either

home or neutral place/fast food.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I a
I I I
I I I

I I
* I S I2. _ _ _ _

* I I
S I I

4. II I

I I a a
a I a a

6. a
SI__A_1 39
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III. COMMUNICATION PATTERNS

OVERVIEW: Mostly time management strategies, planning. Last sentence is a good challernge
vhen prospecting in fast food places - see below.

PEDICATE: Via___ hud__ Kin__ Olf-Gous__ Una__ Specific_

SAUk'TIC: 1-R_. I-Q___ I-C__ I-h.__ I- P-C__ th

PATTERN CPERATOR TECEICAL RESULT OR OUTCOME
COMMON

PATTZRNS: P Challenge - presupposes choice, i.e. the Army

('1s this wbat you want to do for the rest of your

PATTE. OPERATOR TECMf CAL RESULT OR OUTCOME E XA.T-
M~QUE-
PATTERNS:
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PROTOCOL CODING VORKSM!ZT

I. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 11 CROSS-REF

Purpose: More self-motivation strategies and incentives

Cycle: Pros x Rap_ Qual N&I fBA. Clo. H-- DEP_ F-Up_ M/A x Oth

Setting:

Range: BEG (p. 20 , par 7. line 341) END (p. 22 , par& , line 32

II. COMMUNICATION STRATEGIES

BELI7: 1 - Knows he's done a good Job when he gets his gold badge.

2 - You should exercise because It helps you keep your mind clear.

3 - In recruiting you can control your own destiny - sake it or fail.

4 - Little rewards, time off, etc. help out.

5 - Biggest thing about time management is to make a plan and stick to it.

RDLE: 1 - Stick to your time management plan. Plan a week out.

2 - Start your planning with DEPs.

3 - Canvas a little if you're going to be out.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I 'I I '-
I I I I
I I I I
* I I I

1.I I I. - -' +
I I I I

2.II 2. i S
3.I B I
3.I I I I

* I ,I I
I I I I

4.I + I I _ _ _

I I I

,__ _ _ _ _ _ _ _ _ ,,,__ _ _ _ _ I - ,__ _ _ _ _ _ _ _
* I I I

6I I I I
_ _I ,__ I__ I
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Ill. COMMUNICATION PATTERNS

OVZIVIIW: Talks about several vays of challenging kid and pointing out that the Army
Isn't easy.

?DIChZX: uis. Aud Kin Olf-Gus Unas x Specific

SZVITIC: I-R_=_ -Q x I-C I-A x I-E ?-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMION

PATTrW S: P vith AWARE Creates impression that making it In the Army is tough
to challenge kid.

EQ Average enlistment in Army is about a year of college
challenge.

PATTEPU OPERATOR TECHNICAL RESULT OR OUTCOw E.E

PATTERNS:
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PROTOCOL CODING UORKSHEET

I. BACKGROUND INFORATION

I.D.: Coder 2 S C SEQ 10 CROSS-REF

Purpose: Creating challenge for the kid and Pre-Q

Cycle: Pros__ Rap.x Qual x N&I I  f A. Clo_ H-O__ DEP__ F-UP_ M/A_ Oth

Setting: Office

Range: BEG (p. 19 , para 7 ,line 47) END (p. 20 , para 3 , line 17

II. COMMUNICATION STRATEGIES

IELI]W: I - Challenging the kid makes him open to vanting to let in and prove himself.

Saves the recruiter's time explaining.

2 - "The Army is still overcoming that foxhole image." A lot of kids still think

anyone can get in.

11ULE: 1 - Point out the difficulty of getting in the Army and making it.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I I -
I I I I
I I I I
I I II

lI l
2. _______ __________ _____________ __________ _ _ _ _ _ _

I I I I
II I I3. __ _ _ _ _ I__ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ __ _ _ __ _ _

I I I I

II I
I I II

5. I III + I
I I I I
SI I I6. _ _ _ _ _ _ _ _ _ _ _ _
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Il. COMM(UNICATION PATTERNS

OVERVIEW: Describes ways of gaining rapport and opinions. In MO example he softens by
combining MO's with unspecified verbs.

PREDICATE: Vis. Aud Kin Olf-Gus Uns x Specific

SYTAZ/
SEMANTIC: I-R x I-Q x I-C_ I-A I-E_ P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON

PATTERNS: MO with UV To prevent discouragement later if kid is disqualified,

and to keep up interest and curiosity. Softening.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOI EX.
UNIQUE
PATTERNS:
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REPORT TYPE: PCW
I.D.: Coder 2 S C SEQ 9 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Kids can't handle titles because they have no experience with

regimentation. Makes them on guard.

6 - If kids find out their friends have joined, by seeing them on the

picture board, it sakes them curious and they want to be a part of it.

Creates challenge.
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 9 CROSS-REF

Purpose: Importance of rapport

Cycle: Pros_ Rap.x Qual__ N&I FEA_ Clo_ H-0 DEP. F-UP_ M/A_ Oth

Setting:

Range: BEG (p. 18 , pars 7 line 40 ) M (p. 19 , par& 5 , line 4 )

11. COMMUNICATION STRATEGIES

BELIIE: I - Always establish rapport first. It's degrading to Just walk Into an office

and have questions asked before rapport. People vant you to sit down and explain

things to them, even if they are disqualified.

2 - The rapport will make the guy tell you what you need to know about qual fica-

tions.

3 - Everything has to be geared toward caring.

4 - Difference between rapport and caring is a thin line.

RULE: I - First thing is to eliminate the title. Use names.

2 - Stop kids in front of picture board to see if they know kids who have jci.ne:.

SALES DECISION DECISION
SEQUDICE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TES:

- I "'I I -
II I a

I I I I
I I I I

1.. 1 ____________ I I

I I I I

2.. I 4I I I I

I I II
.I I I

3..

5I I I I
* I I a

6., I I I I

1l46



PROTOCOL CODING VORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 8 CROSS-REF

Purpose: lEBA, N & I, and avoiding QNE's

Cycle: Pros Rap_ Qual_ N&I x FEBA x Clo_ H-O_ DEP F-UP M/A Oth

SettIg: Office

Range: BEG (p. 17 , para 7 ,line ) END (p. 18 , pars. , line 36

II. COMMUNICATION STRATEGIES

BfLIV: 1 - If a kid knows you're trying to fulfill zour needs and not his, you're liable

to get a QNE. QNE's are the responsibility of the recruiter.

2 - SMATTRESS is damn good because some of the things In it the kid probably

thought he couldn't have. Helps to find hidden wants.

RULE: 1 - Use SMAATTRESS for more than identifying his first three interests.

2 - You have to use that line: "Now why is that important to you?"

3 - You have to keep asking, play the little game - which 2 out of 3 - to find

which are most important.

4 - Take your time with the SMAATTRESS.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
- S I

I I I I
s I

I I I I

2 .' I ___________ __I _ _______________I I

SI I I

-4.
II I I

6.I I I I
I ,A,14i7 IA- 14



111. COMMUNICATION PATTERNS

OVERVIEW: Talks about painting pictures for kids. Does nice fantasy using all rep

systems, smds, etc. Talks about using JOIN, pitfalls

MIEDICAfl: Via x Aud x Kin x Olf-Gus_ Uns x Specific x

SENAN iC- --- QIl____ I-C_ I-Ax 1-E.x P-C_ oth FP-CON

PATTERN OPERATOR TECHICAL RESULT OR OUTCO
COMMON I

PATTERNS: P Uses we to create/maintain rapport/teawork

AWARE vith C-POSTI Sets up selling benefits of college fund, GI Bill

("Do you know why most kids don't complete college?")

FP-CON Creates fantasy of kid having new truck, partying,
impressing his friends, etc.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAXP-E
UNIQUE
PATTZINS:
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REPORT TYPE: PCW
I.D.: Coder 2 S C SEQ 7 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Should have a book, class, on how to paint pictures for kids.

6 - If he tells a kid he is going to get a $5000 bonus for going in,

he won't worry about the Job he's going to set. Be's thinking about

buying a car/truck.

7 - JOIN puts the kid in a position of wanting to ask the recruiter

to tell him more about what he has seen.

8 - You can't be satisfied with comitment on one aspect of JOIN,

because it could fail later and kid will have already made up his mind

not to go because you failed to sell him the first time.

9 - You have to sell the kid the first time.
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PROTOCOL CODING UORKSHET

I. BACKGROUND INFOLATION

I.D.: Coder 2 S C SEQ 7 CROSS-EF

Purpose: Principles of N & I. FLBA, and closing

Cycle: Pros. Rap__ Qual__ N&I x FEBA x Clo x H-O_ DEP_ F-UP M/A__ Oth

Settin: Office

Rnmge: BEG (p. 14 ,para 6 line S) END (p. 17 , par 5, line 36 )

II. COMMUNICATION STRATEGIES

ZELIEF: 1 - Doesn't believe be has a problem with sales. Enlists about 77% of the people

.he talks to.

2 - Many recruiters are afraid to ask for a comitment - leads to a large QN.'

rate.

3 - Kids need to know why they should join, what they'll get out of an enlistme-t.

Most recruiters don't know how to paint that picture.

4 - Most kids don't finish college because of money problems. Amy can take care

of those.

RIULE: 1 - Constantly asks, "is that what you want?" to be sure of kid's interest.

2 - Use the Join as a starting point, elaborating on each subject. Show the= aii.

SALES DECISION DECISION
SzQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I -

I I I

I I I I

2. I I3 _ _ _ _ _I I I

2 0 a a I

4.
0I I I I

6.I
I I Ii6. __ _ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ __ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _
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PROTOCOL CODING ,ORKSI=T

I. IACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 15 CROSS-REF

Purpose: Ways of handling a P who didn't do well on test, limited options, etc.

Cycle: Pros Rap Qual N&I x FEBA x Cio -0 DE__ F-UP_ H/A_ th
Setting: Office
Range: BEG (p. 27 , pare 3 ,line 9 ) END (p. 28 , para , line 3

II. COMUNICATION STRATEGIES

RW.M1J: 1 - Once you've enlisted, achieved a bit of rank, you can move into the Job you

want.

91f-7:

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I
S I I II I I I.I I S I1. I I I
4 . I
*o S I I

2.

3I I I I
+. l 4I I I I ,,

4I II
4. I +* I I I

5.I I I I

5 eI I I I

6. I I I II __A_ 151
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III. COMMUNICATION PATTERNS

DUVIEV: Describes kid with limited options because of test scores. Suggested kid do
what he did, join now, get the job you want after achieving socething in the
service. Describes how he gained rapport by taking an interest in the kids VW.

TRDICATI: Vls Aud_ Kin Olf-Gu8_ Uns_ Specific__

JZMAJTIC: 1-R. I-Q._. I-C I-A I-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
C O M MO N 11

PATTzRNS: MF Sets larger framework than job, refocuses kid on goals

M-4 Uses self as an example to show kid ways to get what he
wants

PATTERN OPERATOR TECHNICAL RESULT OR OUTCO EXA.'-E

PATTEE NS:
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PROTOCOL CODING VORISlMT

I. BACKGROUND DNFORMATION

I.D.: Coder 2 S C SEQ 16 CROSS-REF

Purpose: Handling someone with prior service experience

Cycle: Pros_ Rap__ Qual_ N&I x FEBA x Clo__ 1-Ox DEP- F-UP_ M/A_ Oth

Setting: Office

Range: BEG (p. 28 , paras 5 ,line 11) END (p. 29 , para 3 , line 11 )

I. COMMUNICATION STRATEGIES

BELIEF: 1 - Someone with prior experience in the military can disagree with things you

offer based on their own personal experience.

2 - Always a doubt in his mind about whether or not the person believes in him.

3 - The JOIN can be used to reprogram the thinking of a prior service kid because

a lot has changed.

4 - One bad experience in the military is going to cause him to be withdrawn.

5 - They always want to talk Jobs.

6 - They have a lot of objections. They are the worst kind of applicant.

RULE: I - If prior service candidate tells you about past problems, point out changes

that have happened.

2 - Use the JOIN to reprogram the iuy from what his experiences were.

3 - A kid without prior service Just needs to be made to understand the benefits.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIIARY PATTERN STATE EXIT TESTi= i III I -I

I I I ISI I I I

6. I I I I

I I I I2.I I I I
I I I I3. __ _ _ _ _ I__ _ __ _ _ _ I__ __ _ __ _ __

* a I I

I a I I

S. _ _ _ _ _ _ _ _I _ _ _ _ _ _ _ _ I I.
oI I I I

g I I a
6-I I I



REPORT TYPE: PCW
I.D.: Coder 2 S C SEQ 16 CROSS-REF

BLOCK
DESCRIPTION CONTINJA1ON

BELIEF: 7 - A youn& kid, In contrast, has no concept of vhat the Job is like

just set them to understand the benefits.
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PROTOCOL CODING VOR SKJEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 17 CROSS-EF

Purpose: Different approaches to different people/categories

Cycle: Pros_ Uap_ Qual_ N&I VERA z Clo_ 3-0 DEP_ F-UP M/A_ Oth

Setting: Office

Range: BEG (p. 29 , para4 , line 12) END (p. 31 , para 2 , line 25 )

II. COMMUNICATION STRATEGIES

BELTRV: I - Use different approaches for different people/categories.

2 - 3A's dbm is going to be education.

3 - If kid picks 5 areas of interest, the computer should have a least one

available.

4 - The average college student coming in doesn't want to so to school right then.

Be wants the money for later.

5 - A Cat 1 can get anything he wants. They're easier to sell. They're self

centered and very obnoxious.

RULE: I - Stress education vith a 3A.

2 - Decide what to sell based on the kids answers.

3 - Ask them to pick 5 different things they would be interested in doing.

4 - Tell a Cat 1 he can pretty much have whatever he wants.

5 - Let the Cat l's and 2's think the world of themselves.

6 - Never make a crack at another service. Just sell the shorter enlistmen: ti=es.

7 - Stress strength of Army contract, let kids know you're not going to turn

around and screw them.

SALES DECISION DECISION
SEQUZDCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I S S I
I S

1.I II

- 4 , I
I 6 6 I

4.4
6 . I I3. I I II

I I I
I B I I

4.. I _ _ _ _ I I

I I I I

5. __ _ __ _ l lI I I I
I I I I



Pr - ---------------- S - - - - - -

IEPORT TYPE: PCW
I.D.: Coder 2 S C SEQ 17 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - Cat 1 usually looking for adventure because usually they've led a

life of studying. They vant to get avay from it, to vary, let go.

7 - People vill compare the services and usually go for the shorter

contract.

8 - The Army guarantee is the strongest. Air Force doesn't have open

contracts, so Army offers more chance to get vhat you wanted.

A 1.. A



PROTOCOL CODING ORKSHELPT

2. IACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 18 CROSS-REF

Purpos: Handling DEPs

Cycle: Pros__ Rap__ Qual_ N&I PE]A_ Clo__ H-O DEPx F-UP M/A_ Oth

Settig:

Range: AEG (p. 31 , par a4 line 29) END (p. 32 , pars 2 ,line 26 )

11. CO UNICATION STRATEGIES

BELIEF: I - Biggest problem most recruiters have vith DEPs is not following up with them.

2 - A high rate of DEP loss is because there is a problem with the recruiter -

he thinks he's got him and doesn't have to worry anymore.

3 - Recognition means a lot to the kids, even just a T-shirt.

4 - If a recruiter with a bad attitude (feeling down) talks to a DEP, the DEP

may have the same one 2-3 weeks down the road.

RULE: I - Have a lot of DEP functions. Quarterly get everyone together, including

parents and others, recognize achievements (referrals).

2 - Do things with DEPs, maintain contact, tell them about new things.

SALES DECISION DECISION
SEQUECE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

g a I I

I S a I
1. I I___________ I I

2. I__ a

I a I a
3. I I a

a I I a

6. a I I
I 1. A 1A-157b



PROTOCOL CODING WOR.SHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 19 CROSS-REF

turpose: Handlin& DEPs and follow-up after enlistment

Cycle: Pros_ Rap__ Qual_ N&I FEBA. Clo w a-0 DEP x F-UP x M/A_ Oth

Setting:

Range: BEG (p. 33  , para , line 1 ) EM (p. 36 , par 1___, line 7 )

II. COMMUNICATION STRATEGIES

REL3Z:l - When you contact the parents when the kid has left for basic, when the

parents later talk to the kid's friends, they'll mention that the recruiter was

interested.

2 - If you keep in touch you can handle problems before they get too big.

3 - If you stay fired up it will rub off on the kid.

4 - When one DEP gets promoted the others will want it too.

5 - The DEP skill book helps prepare them for basic.

ULE: I - After DEP leaves for basic, go to parents house and find out how he's doin.

2 - Flat out tell the kid that when he does it helps you both, not just him.

3 - If a kid has brought you a lot of referrals, and gotten promoted, don't

linger on that because you can't offer him any more. No more incentive.

4 - Constantly stress rank structure, tell the kid where he'll be, painting the

picture.

SALES DECISION DECISION

SRQUDNCZ: CYCLE STATE ENTER PRIMARY PATTERN STATE LXIT TEST
- I I I I

I I I I
I I I I

1. I II

4 I , 4
g I I I

2.I I

.I I I I
3.I I

I I IIII l I
II I I

,I I I I

6 I IA-16. __ ___ _ I ,________ A I- 158_ _ _ _ _ _ _ _



REPORT TYPE: PcW
1.1).: Coder 2 S C SEQ 19 CROSS-REF______________

BLOCK
DESCRIPTION CONTINUATION

BELIEF: '6 - If you push a kid for more referrals after he'd gotten promoted

he'll think you don't care about anything but yourself.



I1I. COMUlNICATION PATTERNS

OVE VIEW: Describes contacting parents on F-Up. Handling DEPs, motivating them, etc.

PREDICLTZ: Vis x Aud x Kin x Olf-Gus_ Uns x Specific

SEMANTIC: -R x I-Q I-C- I-A x I-E x P-C- Oth FP-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS: FP-CON Direct suggestions about being an honor grad, getting

promoted, etc. Tells kid what he will get - motivaio..

P After promotion - motivator, presupposes he should
feel good.

("How do you feel about yourself...?")

C-POST Uses to future pace.

PATTE&S OPERATOR TECHNICAL RESULT OR OUTCOX .X.AZE
UNIQUE
PATTERNS:

A-16



REPORT TYPE: PCW

I.D.: Coder 2 S C SEQ 19 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COHMON ,

PATTERNS: SD Lets the kid fill in some of the picture for himself.

('...going to be something.")
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PROTOCOL CODING VORKSHEET

I. SACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 20 CROSS-REF

Purpose: Prospecting

Cycle: Pro#x lap_ Qual_ II flEA Clo_ B-0 DEP_ F-UP M/A 0th

Setting: Phone, making appointment

Range: AEG (p. 36 , para , line8) ZID (p. 38 , para 4 ,line 23 )

II. COMMUNICATION STRATEGIES

BELIW: 1 - If you schedule appointments on the quarter hour, the first thing the kid will

think is that it will only take 15 minutes - he's more likely to make appointment.

RULE: 1 - The only thing you want in that first appointment is to establish rappor:,

and determine his interests.

SALES DECISION DECISION
SEQUECE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

S I S
I I I I
S I I I

3. I
I + I

6
I I I I 

I + i I __

I S I I
6. I I I ISI I
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I1. COMMUNICATION PATTERNS

OVERVIEW: Demonstration role-play of initial phone call. Good techniques of painting
pictures, future pacing, etc.

PREDICIET: Vis-- Aud x Kin x Olf-Gus--- Uns x Specific_

SEMANTIC: I-R x -Q I-Cx I-Ax I-E x P-C Oth f-CONS-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMCOMMON 11

PLTTKRS: P with MR "I know you're proud..." pacing.

P :Lots of these to present and gather Information.
C-POST with Specificity forces kid to paint internal image recruiter
FP-CON can then relate to. Sets up FEBA

(-What type of car...")

S-CON Conditional close.

NEG-Q with P Gives kid an offer he can hardly refuse. Can't say no
to the negative question.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXILE
URIQUE
FATTEUNS:
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ROTcol. LoG

Coder: 2 Subject: D

iPO 1 REF 1 CYCLE TOPIC

1 11(0) !Rap Establishing rapport

2 :3(2) :Pros.Rap.!W ys of handling tough sales situations. making then

- 1 3-0 "work

3 15(0) 1Pros,3-O !Further ideas about B-0 and prospecting

4 16(5) !pro$, Iort.nc* of communication. using recruiter's wife

hI/A I

5 :8(9) IPros 'Working the market in your area. prospecting

6 110(0) hlaP.Pre-qlgstablishing rapport. and Pre-Q strategties

7 :13(4) IN&IJEBA 'Strategies for 1161. FERA

8 :13(9) IFEB IFEBA, H1-0 with kid who's engaged

9 18(12)lRapFEIA 'Different features and how to sell them

10 '21(3) 'FEBA :Painting pictures for kids

11 122(7) :Rap.FEA.Strategies for motivating applicants

'IlO
12 124(5) :H-0 hBandling various objections, how to think about them

13 126(13)!Pros !How he gets ideas for prospecting

14 129(5) !Clo .IFuture pacingt kids for HIPS

15 :31(3) !Rap,DEP !Rapport

16 134(5) :Pros.Rap :Rapport

17 !35(6) :M/A !Motivating recruiters

18 !39C11)hP-EBA,M/A 'Hielping recruiter with fear of rejection, FEA techniques

19 141(2) !Pros. ',Working different markets, different recruiters attitudes

!F-UP.M/A

20 :42(8) hi/A :Importance of station commander to H/A

21 !"M !Pros Prospecting, strategies

22 147(3) hI/A !Self-motivation

23 152(4) IM/A 'More M/A

24 :53(7) 1Clo 'When and how to go for a close

25 155(3) 13-0 Ir7urnirg objections to positives, comparisons to society

26 -157(3) :Pros IWays to approach people, attitudes to take when

- i 1prospecting

27 159(5) 'W&I,FEA.IGettinZ community exposure, various selling techniques

I I

28160 :NI.F IN&,FB eif n ue
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PROTOCOL CODING VORKSHEE

1. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ I CROSS- _F

Purpose: Establishing rapport

Cycle: Pros_ iap_ x Qual__ N&I FEBA__ Clo. a-0 DEP_ F-UP M/A__ Oth

Setting: Office

Imae: BEG (p. , para 7 *line 35) END (p. 3, pral, line 5 )

11. COMM(UNICATION STRATEGIES

LEFIU:l - If the P comes through the door he's got interests.

2 - Some Rs shake hands and take the P right back to the JOIN machine without

explaining or talking with him first.

3 - You have to open the P up, vhich can be tough if he's introverted.

4 - Some Rs think they can open the P up by running their mouths - wrong.

RHY.: I - Get the P opened up and talking to you.

2 - If the office is hectic, or seems like a minus to the P. take him some-

where else.

3 - If you know something about the P. use it.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I -
I I I I

I S a I

I + I+*. S I I
SI II

* l I S

3 I I
3oI I II

I S I I

4.______ ao I I I

S I I I

6. I I I
I I L
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Ill. COM14UNICATION PATTERNS

OVERV EW: Describes methods of gaining rapport and opening Ps up to get to know them.
Describes taking P interested in electronics to Radio Shack for interview.

PREDIC&Z: Vli x Aud x Kin Olf-Gus_ Uns x Specific_

SYTAX/
SEMANTIC: I-R I-Q_ I-C I-A x I-E___ P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTXENS: P vith HF Implies something other than recruiting quite often.

("had a rough day ... sit back ... enjoy time with

you...")

Softening techniques.

("come look at something with me...")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOP'1 EXAY.P..E

PATTERNS:

A-166



PROTOCOL CODING VORKSHEET

I. BACIROUND INFOX4ATION

I.D.: Coder 2 S D SEQ 2 CROSS-REF

Purpose: Ways of handling tough sales situations and making them work

Cycle: Pros x Rap.x Qual__ N&I FEBA Clo H-O x DEP F-UP M/A Oth

Setting: Office, school, etc.

lange: BEG (p. 3 , pars 2 line 6) END (p. 5, pars , line 11 )

1I. COIOUNICATION STRATEGIES

BELIEF:l - Everyone is entitled to their opinion, and getting into battles about them

won't help anything.

'RULE: I - If Ps bring up touchy subject, i.e. Viet Nam, thank them for their opinions

and acknowledge that everyone has their own. Leave It alone beyond that.

2 - If a P wants information, or a special program, call whoever you need to,

do your homework, and get it for him.

SALES DECISION DEC IS ION
SEQUNCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I
I I I I
S I I I

I. ____ ____ __ I I 'I I

2. I I3I I I I
I + I
I I I I

4I I I I

5. I
"I I I

I I I I

I I I II .1 I I
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1I1. COMMUNICATION PATTERNS

OVERVIEW: Brings up a classroom situation in which he was giving his pitch and a kid
brought up Viet Nam. lie simply acknowledged the kid's opinions, thanked hi.
and told him he was glad to know them, and vent on. Meta-coment strategy.
Later that same kid wanted to go to West Point, but was late in applying.
lie arranged conference calls, did his homework, etc. and got the kid in
through another program. Opened up the high school for him because the kid's
dad was the principal.

?REDICATE: Vis___ Aud Kin_ Olf-Gus_._ Uns Specific

SYNTAX/
SEANTZC: -R___ -Q.._ - -_ _ I-__ -E__ P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON
UFTERS: M/W vith IN Acknowledge the importance of kid's opinions, maintain

rapport and avoid conflict about no-win discussion (Viet
aNam). lie essentially meta-commented to stay out of

trouble.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCO? EXA.k2LE
Un1QUE
PATTERNS :
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PIOTOCOL CODING VORISHEUr

1. BACKGROUND IWFORMATION

I.D.: Coder 2 S D SEQ 3 CROSS-REF

Purpose: Further ideas about B-O and prospecting

Cycle: Pros x Rap_ Qua_ N&I FEA__ Clo_ H-O x DEP. F-Up M/A_ Oth

Settina: Everywhere

Range: BEG (p.3, par3 , line 13 ) END (p. 6..... par 3 line 24 )

11. COMMUNICATION STRATEGIES

ZELIZF:l - Married guys are different - they usuall come in looking for security.

May have worked a short time, gone to school for a year or so, but feel they are

at a dead end. They'll come in more cautious.

2 - Important to involve the wife in the decision. If kid is sincere he'll go

along with joint meeting with wife.

3 - Family can be added pressure on kid when he goes in, can cause problems if

you don't take care of it.

RLE: I - Call ahead to school to find out when you can see kids, pull them out of

class, etc. Get to know people, like them, don't argue with them or try to

forcibly put your point across.

2 - Do little extra things for married people when they go in, to help out.

SALES DECISION DECISION
SZQURNCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

iI I

II I

2. 0 1 1a I S a

l I a a3. I

5..
.I I I a
• ,, 4

a I a I

6. I l
I A 1 9 I
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REPORT TYPE: PCW

I.D.: Coder 2 S D SEQ 3 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - Wife may not listen to kid because she has .ter mind made up. She'll

listen to you because you're in uniform, you're a professional, you're a

third party.
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III. COMOUNICATION PATTERNS

OVERVIEW: Describes working with married people, and their wives, to make the decision.
Helps out with little things when they ship out, like a brochure of the fort.

RUDICATE: Vs x Aud x Kin x Olf-Gus_ Uns x Specific

SDINMIC: I-R___ I-Q x. I-C I-A x I-E___ P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOM
COMMON
PATTERNS: AWARE Lets P know R understands him - in this case the

importance of his wife in the decision process.

P with MO Leaves himself an opening if his assumptims are wrong.

PATTEP OPERATOR TECHNICAL RESULT OR OUTCOME EXA.'TPLE
UNIQUE
PATTERNS:
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PROTOCOL CODING WORKSHEET

I. BACKGROUND fIfORKiATION

I.D.: Coder 2 S D SEQ 4 CROSS-REF

Purpose: Importance of comunication, importance of Rs wife to the sale

Cycle: Pros x Rap__ Qual_ N&I FEBA x Clo R-0 DEP_ F-UP x M/A X 0th

Setting: Office, parties, everywhere

Range: EG (p. 6 , pars 5 , line 27 ) END (p. 7 , para 3 , line i )

I. COMMUNICATION STRATEGIES

UEM.UE:I - Communcation needs to be developed. Can be taught to a point, common

sense.

2 - Rs wives are very important. A lot of times they can save you the sale -

esp. with married people.

3 - Young wife of a P may want the woman's point of view of military wife. Rs

wife can give it to her.

4 - Extra effort of wife can help build referral system also.

5 - Referral system is more than asking people for them.

IULE: 1 - Try to make it to graduation parties you're invited to.

2 - Rs wife should know what he does, goes through.

SALES DECISION DECISION
SEBUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I S I
II II
I I I I

l.I I I II S I I
I I I I

2.I I I

1 .

I I I I

I I I I

I.I I II
.. II I 'I _ _ _

1I I
__ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I __ _ _ _ _ _ _ _ _ _ _ _I __ _ _ _ _ _ _ _ _ 1 _ _ _ _ _ _

5. III

I F I
I I I
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Ill. COMMUNICATION PATTERNS

OVERVIEW: Describes usefulness of involving wife of P as well as wife of R in the
process. Talks about referral system, new recruit is the best salesman,
or the worst.

PRED1ICk: Vis x Aud x Kin x Olf-Gus Uns x Specific

SYNTAX/
SEMANTIC: I-R_ I-Q_ I-C I-A I-E x P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
VMWON

PATTERNS: C-POST Sets up important thought.

("Do you know the best salesman...?")

CF/S Sets framework of P being more than just a new recruit,
but also a salesman.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EX.V.?EL
UNIQUE
PAT S:
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 5 CROSS-REF

purpose: Working the market in your area, prospecting

Cycle: Pros x Rap__ Qual_ "& FEBA_ Clo_ H-- DEP F-UP M/A_ Oth

Setting: N/A

Range: BEG (p. 8, para 9 , line 43) END (p. 10 , para 3 line 35 )

21. COMMUNICATION STRATEGIES

BELWF:1 - To recruit quality you have to know what the market is.

2 - Just because a guy goes to college doesn't mean he's quality.

3 - 50 or above on ASVAB is quality.

- Farmers are beautiful in the morning - they'll talk to you, give you leads

before they go out in the fields.

RULE: 1 - For publicity, have the paper come take pictures of you.

2 - Get on talk shows on the radio.

3 - Listen to people, even if it's old folks telling you war stories. They' ll

bring referrals.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- =" I I I -

I I I I
I I II I
I I I I

I I I I

3.I I I I
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PRDTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.:; Coder 2 S D SEQ 6 CROSS-REF

Purpose: Establishing rapport, and Qual strategies

Cycle: Pros_. Rap.x Qual x N&I FEBA_ Clo_ .U- DEP F-UP M/A_ Oth

Setting: Office

Range: BEG (p. 10 , pars 7 line 48) END (p. 13 , pars 3 , line 8 )

I. COMMUNICATION STRATEGIES

RELF:I - You can tell "pro-mllitary" from haircut, cleanliness, etc. Can presume

some discipline. Find out more with rapport.

2 - Sumer is the worst time for basic training, the heat is rough.

3 - If you've established good rapport, body language: leaning forward in chair,

looking at 7ou rather than away. etc. Alsd, more elaboration on points from P,

confiding things they're unhappy about, etc. They'Ll tell you what you need to

know without too many questions.

RULE: 1 - To establish rapport, ask P about himself, then listen.

2 - Key in on accomplishments, i.e. basic training completed if P is in the

military.

3 - Rapport is increasing when P starts elaborating on his answers. He'll

elaborate on what's most important to him - that's what R listens for.

4 - You know you have trust when P gives you honest answers that are obviously

different from the one he thinks a R wanted to hear.

5 - Lean forward in your chair, if P does too, rapport is well established.

SALES DECISION DECI SION
SEQUZNM: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I i I

I I I I
* I I I
I I I I

4. I

.I II I I I2,. __ _ __ _ __ _ _ _ _ _ _ __ _ _ _ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _

II I

* I I I
5.I I i

.I I I I
6.I I I I

A-175



REPORT TYPE: PCW
I.D.: Coder 2 S D SEQ 6 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

ti

RULE: 6 - Looking more toward you is another sian of rapport, rather than

looking away.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
I.D.: Coder 2 S D SEQ 7 CROSS-EF

Purpose: Strategies for N & I. FEBA

Cycle: Pros Rap_ Qual_ N&I x 7KA x Clo_ H-O_ DEP F-UP_ M/A_ Oth

Setting: Office

lange: BEG (p. 13 , para 4 line )9 END (p. 15 , paraI , line 26 )

II. COMUNICATION STRATEGIES

KBELI17l: - A mistake some Rs make is trying to sell a P vho already asked to Join -

they can end up talking P out of It.

2 - You're vasting Ps time If the sale is already made.

.3 - Difference between sellIn s and goins into an information mode. Information

mode is giving information to reinforce already made points.

RULE: I - Take notes, but don't start filling out a 200 card until the P wants to joi.).

2 - If a P wants to join, sign him up, don't sell him.

3 - Turn obJections into advantages.

SALES DECISION DECISION
SEQUDCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

* I I
5 S I I
I I I *I

1.
2. 1 4 F 4

* I I I

_ _ _ _ _ I _ ___ __ I _ _

I I I I

I I I I4. __ _ _ _ _ _ _ _ _ _ _ _

.II I I
I I I I

I i I I

6 . I i I I
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III. Cot-' 'Ni CATION PATTERNS

OVZIW:

FRDICATE: Vis Aud Kin Olf-Gus__ Us___ Specific

SMIMIC: I-R_ I-Q - I-C I-A . I-E _ P-C _ Oth

M ATERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTERNS: C-POST Asks a series of questions to build the point that the
Ps objections are not as important as the benefits -
gets him, through his answer, to refute his own points.

PATERN OPERATOR TECHNICAL RESULT OR OUTCOM _._-__

UIUPATTRS:

A-7I

I
I
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PROTOCOL CODING VORKSMMT

I. BACKGROUND WlFORMATION

I.D.: Coder 2 S D SEQ 8 CROSS-REF

Purpose: FEBA, H-0 with kid who's engaged.

Cycle: Pros_ Rap_ Qual_ N&I__ FERA x Clo_ 9-0 DEP F-UP M/A_ Oth

Settlig: Office

Lange: BEG (p. 15 , para 9 , line 4 0) END (p. 18 , para 8 , line 25 )

1I. COMHUNICATION STRATEGIES

BIL32F:l - If you can show that you can solve a problem, the P may then open up wanting

to know more - possible key to the sale.

2 - The word "pension" can be a key that P is looking toward retirement -

especially someone who's married.

3 - If you sell a 2-year enlistment and the P doesn't qualify, that's a proble-.

But if you sell a 3-year program and he qualifies for a 2-year, that's an added

benefit.

RULE: I - Point out the benefits of the relatively early retirement of the military

in comparison with the private sector.

2 - Restate the objection before trying to turn it around.

3 - Handle the objection to leaving the area by saying that it's only for a 3

year period. Always sell the 3 year enlistment. Then if he's qualified for a

2 year program, it's another benefit.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I
I II
I I I

I I I -,
2. I I I

II I 4 -,
I I I I

3I II

II I I5 I I I
I I I I

6. I I I
I 7 I 
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REPORT TYPE: PCW
I.D.: Coder 2 S D SEQ 8 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - If a kid has applied for a full-time Job, i.e. the fire departme. t,

he is probably looking for security, probably for his family.

5 - When talking about beina able to buy a car, if you mention you have

a friend who has a dealership, and the P doesn't seem to respond, it

probably isn't Important to him.
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III. COIM frNCATION PATTERNS

OVERVIEW:

?tZDICATE: Vis Aud Kin_ Olf-Gus___ Uns_ Specific_

SNTAX/
SIANTIC: I-R- I-Q. I-C_ I-A I-E P-C Oth S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATXERNS: S-CON Sets up close by asking if he can provide benefit, will
that help?

C-POST Asks questions a kid has to say yes to, creating
agreement.

PATTZPRN OPERATOR TECHNICAL RESULT OR OUTCOME EX.'LE
UNIQUE
PATTE3NS:
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PROTOCOL CODING ORKSUZET

1. BACKGROUND INFOLMATION

I.D.: Coder 2 S D SEQ 9 CROSS-REF

Purpose: Different features and how to sell them

Cycle: Pros_ Rap x Qual_ N&I_ FEBAx Clo H-O x DEP F-UP M/A Oth

Setting:

Iage: BEG (p. 18 , par& 12 , line 36) END (p. 20 , par& 11 , line 38 )

1I. COMMUNICATION STRATEGIES

BELIET:i - People that get married eventually want their own homes - so you can sell

VA benefits.

2 - You can tell if a P is responsible by grooming, etc.

3 - Important to let kids know you care about them.

RMLE: 1 - Save something to discuss with fiance/vife, i.e. VA home buying benefits.

2 - Get the P to do you a favor - enhances rapport - i.e. finding out about

theater tickets at his school.

3 - If a P elaborates on. and Justifies, his objection, back off, don't pursue

it.

4 - You have to be in control of the interview but let the P think he i-s -

giving him options will do it.

SALES DECISION DECISION
SEQUDNCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

-rm, I I -I I I I
I I I I
I S I I

1. I I

I S I I

I I II-

I I I I

II I I5 I I I
III I

6. I I I I

II I I
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S D SEQ 10 CROSS-REF

Purpose: Painting pictures for kids

Cycle: Pros_ Rap__ Qual_ N&l_ FEBA x Clo_ H-O DEP F-UP_ M/A_ Oth

Setting: Setting

lange: BEG (p. 21 , pars 3 , line 13 ) END (p. 22 , pars ., line 15 )

II. COMMUNICATION STRATEGIES

BELIIP:1 - Doesn't like the movies because of inaccurate portrayals of Army.

2 - Best way to paint pictures is to draw on your own experience and substitute

the kid for yourself.

RULE: I - Paint meaningful, good, pictures for the P, asking if that's wha: he wants.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I
* I a
I I I

1. 1 II! I I I

2. I

I I I I
3. IIII

I I I I
4 . I I I I

4 1I I I

I I ,I5.III

I I II I 1 _ _ _ _ _ _ _ _ _ _
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211. COkf1UNI!ATION PATTERNS

OVMVIrW: Describing recruiting P who was in the Marines and unhappy with some of It.
Faints two pictures: one of the past when the P had Just completed basic
and was feeling good, the other was to future good feelings. Talks about
where he gets the pictures from: his own experience, imagines himself as a
Douse in the corner watching the P so through things he went through, and
describes it for him.

fMICAXE: Vis x Aud x Kin x Olf-Gus_ Uns x Specific

SEANTIC: I-R I-Q_ I-C x I-A x I-E P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COHMN

PATUNS: SUB-T Uses time to take the P back and forth from past
pleasant experiences to future ones, linking
the good feelings by shoving the P that the Army can
provide those good feelings the same as they were in the
past.

MR Tells the P what he is thinking - leads him to think w*-a
he needs to to join.

RE-D Creates tension, relieves it.

PATTERN OPERATOR TECHICAL RESULT OR OUTCO.E LX A.% C--IE
UN IQUE
PATTMNS:
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORKATION

I.D.: Coder 2 S D SEQ 11 CROSS-REF

Purpose: Strategies for motivating applicants

Cycle: Pros_ Rap x Qual_ N&I FEBA x Clo x H-O_ DEP_ F-UP_ M/A_ Oth

Setting: Office, etc.

RanSe: BEG (p. 2 ,par 7 ,line 17) END (p. 23 , par& 5 line_ )

II. COMMUNICATION STRATEGIES

ZZLI:l - Ps often think about what it vould be like to be a R like him. He'll then

help with lots of referrals.

2 - If a P is procrastinating, you may have to get tough with him.

RULE: I - Encourage P to think about what it would be like to be a R.

2 - If a P procrastinates too much, tell him what you want him to do.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRMARY PATTERN STATE EXIT TEST
-I I I I

I I I I
|I I I I
S. I I I I

1_.II II

2. I II I I I

4 I I

I I I I
3. ____ ___ __I

I I I I

5.I I I I__ __ _ __ _I __ _ _ _ _ _ _ _ _I _ _ _ _ _ _ _ _ _ _ __I I__ _ _ _ _ _ _ _ _ _ _ _ _ I

r ,
II I I

6. I I I
I 1A 18
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III. COMMUNICATION PATTERNS

OTUVIEW.-

PREDIC.n: Vis Aud. Kin Olf-Gus, Uns Specific

SYTAX/
SEMATIC: I-R___ I-Q.__ I-C I-A I-E_. P-C___ Oth S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON

PAT ELNS: SUB-T Takes P into future accomplishments, reverses roles
allowing P to emulate R.

S-CON Uses it to close.

("If I can get you this then you'll go, if you qualify -
if you don't, you'll have to take something else."')

ORD-41 Give P the order in which he wants him to join in
relationship to other things he has planned. Motivator

PATTER. OPERATOR TECHNICAL RESULT OR OUTCOM EXAELE
UNIQUE
PATTERNS:
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REPORT TYPE: P_

I.D.: Coder 2 S D SEQ 11 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COtON

PATErKNS: P Motivator, presupposes it's time to join now.

("Had enough time...')

CEQ Discipline - advancement
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PROTOCOL CODING VORKSNEET

1. BACKGROUND INFORKATION

I.D.: Coder 2 S D SEQ 12 CROSS-REF

Purpose: Randling various objections, as well as how to think about them

Cycle: Pros_ Rap_ Qual_ N&I FEBA_ Clo_ H-O x DEP F-UP_ M/A_ Oth

Setting: N/A

Range: BEG (p. 24 , para 5 ,line 22) END (p. 25 , para 6 , line 44 )

11. COMMUNICATION STRATEGIES

WMIEP:1 - An objection is nothing more than an individual vanting more information,

or procrastination.

2 - Taking objections as negative is a problem vith Ra - they aren't negative.

3 - Sometimes the obvious solutions don't strike you until you get away from

the situation for a while.

RULE: I - Don't take objections as negative.

2 - If a guy is procrastination, you have to dig, probe more. Get him to talk

and you listen.

3 - Sometimes you need to get away and think of a solution to an objection.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I l II
I I I
I Ii

_ __ _ _ I _ I _ _

I I I I
3. I I I__ _ _ __ _ _ _ __ _ _ _ _ _ _ I

I I I I
2. I

I I I I

5. __ _ __ _ _ 1 I

I I

6. I L I I
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III. COMMUNI.CATION PATTERNS

OVIVIElI: Defines objections. Describes ways of handling them, including his thought
grocesses in handling a problem - making a phone call instead of waiting
or the mail. (Auditory, kept saying to himself how slow the mail was,

then the phone rang and he realized he Just needed to use it in this
instance.)

PREDZICAZ: Via Aud__ Kin___ Olf-Cus_ Uns Specific

SYNTAX/
SEANTIC: I-R I-Q- I-C I-A I-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMEcosoioi
PAT ERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAVPLE
UNIQUE
PATTERNS:

A-189

,I--- . s . snm m sU Inn l m m



PROTOCOL CODING VORKSBEET

1. SACKCROUND INFORMATION

I.D.: Coder 2 S D SEQ 13 CROSS-REF

Purpose: How he gets ideas for prospecting

Cycle: Pros x Rap_ Qual_ N&I_ FEBA_ Clo_ a-0- DEP_ F-UP_ M/A_ Oth

Setting: Everywhere

Range: BEG (p. 26 , para 13 , line 41 ) END (p. 28 , para 3 , line 43)

I1. COMMUNICATION STRATEGIES

UW.IIF:I - Sometimes when you're in the office with all the work going on around you.

you don't have time to sit and analyze what you can do.

2 - Sometimes you can get a R to listen to you differently than theX would in

class.

3 - A HS can be a bad place to actually recruit in if the peer pressure is

oriented away from talking to Rs.

4 - You may have to figure out the best place to do your recruiting in your

area. Weigh pros and cons.

RULE: 1 - Take the JOIN down to shopping malls, set up a booth, and prospect.

2 - If a recruiter is having problems, don't necessarily go and start lookine

for problems.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I

SI I

3.

Ii Ii
I a a a

4 .
a a a I

5. I a
AI I 

II I I _ _ _ _

,i . I I I



PROTOCOL CODING VORK.SK

1. BACKGROUND IN ORMATION

I.D.: Coder 2 S D SEQ 14 CROSS-REF
[-

Purpose: Tuture pacing Ps for HEPS

Cycle: Pros__ Rap_ Qual _4&I FEBM Clo x B-0 DEP_ F-UP_ M/A Oh

Setting: Office

llange: BEG (p. 29 , para 5 line 10) END (p. 31 ,paral line 9 )

II. COMMUNICATION STRATEGIES

VELI]F,1 - The MEPS counselor is the best, most professional NCO he's going to meet

at the MEPS.

2 - You need to think of everyone as on the same team.

3 - Not preparing the P can backfire on you. Especially law violations.

Important for certain jobs with security clearances.

4 - Use discretion about telling parents what the P says.

5 - If you have good enough rapport, you'll have none of these problems.

RULE: I - Never put down the MEPS GC, always build them up.

2 - You need to communicate with the MEPS GCs.

3 - Always be honest with the P. Let him know about the limitations of the GC.

4 - Prep the P. Tell him what to expect. Have him call If it'll take 2 days.

Keep the comunication going. ....

5 - Get the P to be totally honest about law violations.

6 - Have him medically checked ahead of time if he has had surgery or other

possible disqualifying problems.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I f S Ia a I I
a I a1. I I+ II-

* I I I
-3. __ _ __ _ __ _ _ __ _ _ I

a I a a+

II I I

.4..
51 1 _ I __

I a I II
6. I I I I

,,III I.
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PROTOCOL CODING WORKSBEET

I. SACKCROUND INTORATION

Z.D.: Coder 2 S D SEQ 15 CROSS-REF

Purpose: Rapport

Cycle: Pros Rapx Qual_ Nai46 FLEA_ Clo_ H-O_ DEP x F-LP_ H/A_ 0th

Settin: Everywhere

inage: BEG (p. 31 . para3 , line 53) EM (p. 33 , para , line 42 )

I1. CMOWUNICATION STRATEGIES

3ELIEF:1 - Get to know the P's family and friends.

2 - Get Involved in the community.

3 - If a P just comes in and plops down In a chair in your office, that's Tapport:.

4 - People are people and will accept you for what you are and how far you'll gc
for them.

5 - The worst thing in the world for a recruiter is DEP loss. That's death.

6 - If rapport Is superficial, you're leavinL yourself open for DE? loss.

ULE: 1 - If DEPS start coming in and hanging around your office, gut them to work.

Make thez feel they're a part.

2 - You need to do the most work with the kid when he's in DEP.

3 - Get DEPs to come in every way you can think of. Rave lots of functions.

Dinners, barbecues, get them to study, etc. Help with their studies, or get

the.a to your office to study

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I 
$ I I

1. a I a a

I +
2. __ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ _ _ _ _ _ _ _ _

I I I I3. __ _ __ _ __ _ _ __ _ _ __ _ _ _ _ _ _ _ __ _ _ __ _rI i
a a I I

*, I I

I I a I

6.I I I I
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PROTOCOL CODING VORISHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 16 CROSS-REF

Purpose: Rapport

Cycle: Pros x Rapx Qual__ &16 . FEA . Clo -- 0- DEP F-UP M/A_ Oth

Setting: Everyvhere

Range: BEG (p. 34 , par& 5 ,line 12) END (p. 35 , par& 2L_., line 1_3._. )

II. COMMUNICATION STRATEGIES

ELIEF:1 - If a guy is having problems establishing rapport he may be scared, he may

have been in the military environment too long.

2 - If you do everything for your R.s you aren't doing them justice.

3 - You have to be innovative, get out of set patterns.

RU.E: I - Find out everything you can about your Rs (trainer). Analyze problems.

2 - Don't do everything for them.

SALES DECISION DEC IS ION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

5. J

2. LS ECI IO DI SIO

4 I 4
I I I I3. _ _ __ _ _ __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I __ _ _ _ _ _ __ I _ _ _ _ _

•II S I I-IiI I

s.II I I

• ,P I
•I I I I

6.
I I I
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PROTOCOL CODING VORKSKET

I. BACKGROUND INFOLMATION

I.D.: Coder 2 S D SEQ 17 CROSS-REF

Purpose: Motivating recruiters

Cycle:. Pros Rap_ Qual_ N&I_ FEA Clo_ H-O DEP_ F-UP_ M/A x Oth

Setting: Everywhere

Range: EG (p. 35 , par&6 , line 20) END (p. 37 , para 7 , line 32 )

II. COO(ICATION STRATEGIES

ZZLIXF:l - You have to show Is different things you do - 'prime the pump."

2 - There's nobody in recruiting command that doesn't have the smarts to do the

job.

3 - People are scared of the rejection.

A - You need a positive attitude.

5 - Station comanders need to motivate Rs the way Rs do Ps.

6 - Most valuable thin& you can &ive a R is time off.

7 - You need to like recruiting to think it's fun.

RULI: 1 - Laugh at rejection.

2 - Tell yourself rejection is the exception. "I'm good."

3 - Regroup to get past the rough times. Sometimes you need to get away fro= the

office.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST2.IIMSDC1 IO S IlS O

1. I I I"I

I. I I I,

3. 1
* S I

5. III

I A-1946.IIIII .. ,I I
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PROTOCOL CODING VORKSET

I. BACKGROUND INFORKATION

I.D.: Coder 2 S D SEQ 18 CROSS-REF

Purpose: Various

Cycle: Pros__ Rap_ Qual__ N&I__ FERA x Clo x H-O. DEP_ F-UP_ M/A x Oth

Setting: Various

Ran: BEG (p. 39 , pare 11 , line 33) ED (p. 40 , para 3 line 52)

1I. COItUNICATION STRATEGIES

SELIZF:l - Rave to ask people how things sound to them, then close.

2 - Trying to sell two people at the same time is asking for trouble. They have

different needs.

RULE: I - Take rejection as a challenge.

2 - Fit information to needs, make a program for the P.

3 - Don't try to sell two people at once. Bring them back to the office and

have a R for each.

4 - In the first place, sell the Army, not the jobs or anything else. Then s:

the end, bring the two Ps back together and talk about them vearing the same

uniform, etc.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I I -

I I I
* I II

1. __ _ _ _ _ I~_ _ _ _ _ _ _ _ _ I __ _ _ _ _ _ __ I _ _ _ _ _

* I I I

2. __ _ __ _ a a I a
3I I I

4 e I I I

4. +II I I

II I a

6 . a a a I_ _I I _ _
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1II. COMMiUN1CATION PATTERNS

MOVERIEW: Describes helping R with fear of rejection, and techniques. How to split
Ps up so each has his own R, then put them back together.

IPIDCA: Via___ Aud__ Kin___ Olf-Gus___ Uns___ Specific

S1TAX/
SUANTIC: I-R__ I-Q___ I-C I-A._. I-E__ P-C_ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
CORMN il
PAITZiNS: CEQ Fear of iejection is normal - motivating R to keep going

P Used to bring Ps back together after you split the= un:
wearing the uniform together, pride, etc.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA2.E
UNIQUE
PAMTRNS:

A-196
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PROTOCOL CODING VORXSMT

I. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 19 CROSS-REF

Purpose: Working different markets. different Rs attitudes

Cycle: Pros x Rap__ Qual__ N&I_ FEBA. Clo__ H-O DEP_ F-UP x M/A x Oth

Setting: Everywhere

Range: BEG (p. 41 , par& ,line2 END(p. 42 ,par 4 line 34

11. COMMUNICATION STRATEGIES

B3LIEF:l - R vho likes the schools can forget that Pa graduate but you still have to

pursue them.

2 - College drop out rate is high, have to go after those Ps.

3 - More often than not Rs don't elan far enough in advance for different

opportunities to present things.

VULE: I - Remember to work all the seniors that graduated the next year as graduates.

Don't let them slip.

2 - Remember the aid-range and lons-range Pa.

3 - Plan programs way ahead, e.g. career days at schools.

4 - Get something that will attract attention, e.g. an M-60 tank, Hawk missile

team, etc. Get publicity for it.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I

2. I I I 1I S I

3. I I I
f S I I5 - I I I I

I I II

6. I I I I
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PROTOCOL CODING VORSH!ET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 20 CROSS-REF

Purpose: Importance of station comander to H/A

Cycle: Pros_ Rap__ Qual_ N&I__ FEA Clo_ H-O_ DEP F-UP H/A x Oth

Setting: Office

Range: EG (p. 42 , par& 8 1ine 39) END (p. 43 , pare 7 ,line 49)

I1. COMtNICATION STRATEGIES

UZLIZP:I - Station commander has to check on Re. guide them.

2 - Mission can be looked at in tvo ways: it can stare the guy in the face,

leading to crisis management, or.you can get on a roll and forget about it. If

you vorry about the people, and get out and talk to them, mission takes care

of itself.

3 - If you're good you don't need to worry about mission - Just be positive.

LTIE: I - Do your work, play the percentages, and mission will take care of itself.

2 - Make plans, know your area. Schools, employment centers, canvassing, etc.

3 - Talk to the placement counselor at the employment center, take him to lunch,

help each other.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I a
* a I I

1. I ___________ I a a

+ I I
2. _ I I

3I I I I

I I I
+ I

I I I a

a I I

! J I _I198
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 21 COSS-REF

Purpose: Prospecting strategies

Cycle: Pros x Rap_ Qual_ N&I_ FEBA_ Clo. H-O. DEP__ F-UP_ M/A_ Oth

Setting: Everywhere

RamSe: BEG (p. "4 , par& I line. ) END (p. 46 , par I , line 7 )

I. COMMUNICATION STRATEGIES

BELIF:1 - You need irons In the fire, everywhere.

2 - Personnel managers can't take every applicant, they can be a good source of

referrals.

3 - Libraries can be a good place to post.

4 - Boys clubs, beauty parlors for women, etc.

5 - If you follow all these leads, plus your phone work, something has got to

give.

RULE: 1 - Keep track of your irons in the fire, and your plans.

2 - Work with personnel offices in big plants, take him to lunch, establish

rapport, etc.

3 - Put up a display in the library if possible, do a film presentation.

4 - Same with boys clubs, beauty parlors, radio stations, etc.

5 - Know your radio station's market, demographics.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I II

_ _ _ _ __ I __I _

I I I , I

I I I I2. I I I

+ I
I I I I

I I I I

5.I II

* I I I

6.I I I
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INTORKATION

I.D.: Coder 2 S D SEQ 22 CROSS-REF

Purpose: Self-motivation

Cycle: Pros_ Rap_ Qual_ NaIl FEBA_ Clo H-O DEP_ F-UP_ M/A x Oth

Setting: N/A

lange: BEG (p. 47 , par, 3 line ) END (p. 48 , par& 3 line )

I. COMMUNICATION STRATEGIES

BELIKF:l - Wants to be challenged vith something he hasn't done.

2 - Wants a USAREC Jacket, for no donut rollers three months in a row.

3 - Training program needs to be more realistic, fit the needs of recruiters

better.

4 - You'll feel good about yourself if your people feel good about themselves.

RUE: 1 - Keeps a chart of who's doing what so he can contact the station co-anders

and make sure everybody is doing ok.

2 - Keep open communication between everyone, instill the desire to be successf-..K

SALES DECISION DECISION
SEQUEDCZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I B I
I I I B

I B B B

1. B B B2.I B { I

6. I I

I B I l0
I I B I

6BI I I

I t .. I '
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 23 CROSS-REF

Purpose: More M/A

Cycle: Pros Rap_ Qual N&I FEBA Clo H-0 DEP F-UP M/A x Oth-
Setting: Everywhere

Binge: BEG (p. 52 , para 4 lineB8 END (p. 53 , pars 5 line 43 )

I. COMMUNICATION STRATEGIES

RELIT:1 - Attitude can be a lot of things. You have them about everything.

2 - You have to learn to live with yourself. If your attitude is good, no

matter what someone does, you'll get over it.

3 - If someone has to chew you out, that's probably their problem.

4 - Attitude of receptiveness will help a R. Ability to accept challenges, goals

to achieve.

5 - Difference between a crier and a wimp.

RULE: 1 - Motivate people, joke with them, encourage them, etc.

2 - Never criticize a guy and Just leave him. Always finish positive.

SALES DECISION DECISION
SEQUDCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

* I S I

l*I S I II ,I I S
1. I I I

2. I I

I I I

3. I II I I 5

4.I

5. _ _ _ _ _

I I I

6.II .AI I II
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REPORI MYri: PCW
I.D.: Coder 2 S D SEQ 23 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - You have to give people some motivation, negative or positive is

better than nothing.

7 - RT has to really get inside people.

8 - You can only beat up on people so such, then they von't care anymore.

A2
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I11. COMMUNICATION PATTERNS

OVERVIEW:

?REDICATE: Vis Aud Kin Olf-Gus_ Uns_ Specific_

STNrAXI
SEMANTIC: l-R I-Q_ I-C I-A I-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON
PATTEMNS: P Confidence builders, future pacing, for a R who had

been down but improved.

A-OUT Tells R he recruited years earlier not to disgrace

him: motivator, jokingly.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.LE
UNIQUE

PATTERNS:

A-203
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.PIOTOCOL CODING VORKSMEET

1. BACKGROUND INFOLR1ATION

I.D.:= Coder D SEQ 24 CROSS-REF_______________

Purpose: When and how to go for a close

Cycle: Pros Rap__ Qual N&I FE A Clo x H-O DEP F-UP M/A Oth

Settimg: Office

aunge: BEG (p. 53 ,para 7 , line 48) END (p. 55 , para , line 15)

II. COMMUNICATION STRATEGIES

WZLIZF:I - There's no set time for the close - whenever you're ready. Like reading

a thermometer. If you set a no, It means they weren't ready.

2 - You have to feel what he's feeling, look at him, know the P.

RULE: 1 - Go for the close whenever you feel ready.

2 - Be up front with the P, ask why he isn't ready, etc.

3 - Make him talk, think.

4 - If a P says it sounds good, act as if he's Joined.

SALES DECISION DEC I SION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I u I I
I I I
I I I

eI I I I
'I I , I t

I I I I

II I I
3 . I I I

II I I .

II I I

6 . I I I
I I I
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111. COMMUNICATION PATTERNS

OVERVIEW: Lots of little techniques for closing, knowing when to, etc.

PREDICATE: Via x Aud x Kin x Olf-Gus__ Uns x Specific

SYTAX/
SEMANTIC: I-R_ I-Q I-C I-A x I-E P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS: P Lost of "we" to maintain rapport, even when the P

is saying no. Also, assumes close with "Welcome
aboard."

R/S with M-4 When P procrastinates, uses to motivate

("don't you think mom and dad are going to break
your plate eventually...?")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAmTLE
UNIQUE

PATTERNS:
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PROTOCOL CODING ORKSEET

1. BACKGROUND INFOR ATION

I.D.: Coder 2 S D SEQ 25 CROSS-REF

Purpose: H-0

Cycle: Pros_ Rap__ Qual_ N&I FEBA. Clo__ H-Ox DEP_ F-UP M/A_ Oth

Setting: N/A

lange: lEG (p. 55 , para 3 , line 17) END (p. 57 , pare 1 , line 3 )

I. COMMfUNICATION STRATEGIES

IELIE:l - You get manipulated every day of your life - by parents, teachers, sales=en,

etc.

2 - le's not manipulating, he's giving choices. You might not get that other

places.

3 - Army's regimentation, approach to drugs, and other problems compare

favorably to rest of society.

4 - You can never cover all the situations possible with a P.

ILE: 1 - Compare Army to regular jobs, life, etc.

2 - Turn objections into positives.

3 - Close to graduation from basic, call the family.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I, I I I -

I I I I
I I II

1. I !

3 I I I
4 I 4

.4.I I

I I I
5. __ _ _ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _-_ __ __ _ __ __ _I __ _ _ _ _ _ _ _ _ _ _I __ _ _ _ _ _ _ __ _ _ _ _ _ _

1 1*

II I I
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREICATE: Via 2 Aud x Kin x Olf-Gus__ Uns x Specific

STW=A/
SEMtANTIC: I-R- I-Q x I-C__ I-A I-E x P-C x 0th

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMM(ON 1,
PATIBRNS: CEQ with C-POST, :Redefines manipulation into giving information,

RE-D choices.

R/S with A-OUT Army's rigidity compared to everyday life - no worse.
Gives kid realistic sense of responsibility.

C-EX Uses to give responsibility, compares Army's drug proble=
to other places, shows that they handle it better.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOEX.'L

I -

~UNQUE
PATTERNS:

A-0

I I
SII

S ] b'I : - .. _ -' . _. I I- - - c

PATRIOEAO TEIIA EUTO UCM
IOiO I
IATRS E wt -OT Reeie aiuaini iigifraion
I D hoce

I/ ih -U AIysrsdt oprdt eeya le- wre
Gvskdra sicsseo rep iility
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PROTOCOL CODING VORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 26 CROSS-REF

Purpose: Ways to approach people, attitudes to take when prospecting

Cycle: Pros x Rap_ Qual._ N&I_ FEBA Clo_ H-0 DEP_ F-UP M/A_ Oth

Setting: Everywhere

lange: DEG (p. 57 , para 3 , line .. ) END (p. 59 , para , line 1 )

1I. COMMUNICATION STRATEGIES

BELIE:l - No magic formula, you Just have to talk to people.

2 - Boy scouts are great to recruit. Relate to adventure.

RULE: 1 - Force yourself to get used to greeting everyone you see.

2 - If 2-3 people are there, approach one. Pick something to co'ent on, c'g-

football jacket, coment on game.

3 - Cogent on things they say, relate to Army.

SALES DECISION DECISION
SEQDINCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I
I I I I

I I I I

2. I I

3.
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III. COMMOitUNICATION PATTERNS

OVURVIEW: Talks about approaching people in different settings.

FREDICATE: Vis x Audx Xin x Olf-Gus__ Uns x. Specific___

SYETAXI
SEANTIC: I-R__ I-Q_ I-C I-A x I-E P-C_ Oth YB-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COtOION
PATT .NS: P Makes statements to start conversations, gathers info by

making assumptions P has to respond to.

YB-CON Reframes objections.

(-Yeah.. .ve ain't had a var lately.")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAM.PLE
UNIQUE
PATTERNS:

A-209
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PROTOCOL CODING WORJ.SHEET

1. BACKGROUND INFOR ATION

I.D.: Coder 2 S D SEQ 27 CROSS-REF

Purpose: Various

Cycle: Pros_ Rap_ Qual_ N&I x FEBA x Cio H-O x DEP_ F-UP M/A_ 0th

Setting: Various

Lange: BEG (p. 59 , para 5 , line 6 ) END (p. 61 , para 1 , ling 20 )

II. COMMUNICATION STRATEGIES

3ELUZF:l - Parents are looking for the welfare of the kid. Kid is looking for challenge

as well.

2 - People didn't get money by squandering it.

3 - A lot of Ks are intimidated by people with money because they don't have it.

4 - A lot of Rs don't get enough exposure - concerts, church, etc.

iLE: 1 - Instill in parents that Army is a stepping stone to further kid. Money,

tuition assistance, training, discipline, etc.

2 - Be up front with parents. Show them the benefits, how it will help their

kid.

3 - Goes to the opera, school productions, church, lets people see him in unifo:r.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I -
I I I l
I I I I
I I I I

1. I I I
I I II

.I 4I I I I

I I I I
.III II I _ _ _ _ _

II I I
5.,. I II

6.~ ,1 I I6.I I I I
L. __ _ _ _ _ I _ _ _ _ _ __ _ _ _ _ I
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III. COMMUNICATION PATTERNS

OVERVIEW:

PEDICATE: Vis_ Aud_ Kin__ Olf-Gus _ Uns Specific

SDITIC: I-R_ I-Q_ I-C I-A I-E P-C 0th S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMN
PATTERNS: A-OUT Army can provide challenges that help P get ahead -

good for parents to see Army positively.

R/S Employers look at Army experience like work experience.
S-CON If he makes it through the Army, he'll continue his goals,

more motivation for parents.

MF Get parents to see big picture, have faith in kid.

IN Lots of pointing out to parents their intentions, and his

are to help the kid - Army will fulfill them.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAM.PLE
UNIQUE
PATTERNS:

A-211



via

PROTOCOL CODING WORKS=T

1. SACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 28 CROSS-REF

Purpoee: N & I. FEBA

Cycle: Pros_ Rap__ Qual__ N&I x FEBA x Clo H-O_ DEP_ F-UP_ M/A_ Oth

Setting: Various

1arge:. BEG (p. 61 , pars 7 ,line 40) END (p. 63 , para 1 ,lineS3 )

ii. COMMUNICATION STRATEGIES

MLIW:1 - Cat l's and 2's may have more experience in life. More culture, development.

travel, etc. But you'll pick up specific@ throu2h listening.

2 - It's easy to Ret into stereotyping. Can lead to a canned approach.

3 - 3A could be smart but have no comon sense.

4 - Two kinds of education: formal and street. You gotta have both.

5 - You'll treat Cat 4's a little differently because they are limited, but if

you're real straight with them they'll send you referrals.

RULE: 1 - Offer everyone the same things, but you may talk a little different to

different levels (Cat).

SALES DECISION DEC IS ION
SEQIIDCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- ,I II
! .I I I!

-I I I
I I I I

2. I-- 'I I
I I I. I

2. _____________ + - l -
SI , I I I

3.

I +
II I

I. I I

6 .I lII I I
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REPORT TYPE: PCW
I.D.: Coder 2 S D SEQ 28 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - You may get people out of the ordinary, who don't match what the

books say they are supposed to want.

7 - The more you find out about the P the better off you are.

8 - Consistency comes from constant prospecting, follow-up. Sometimes

you Just have to give them time.
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PROTOCOL LOG

Coder: 2 Subject: E

? ! REF ! CYCLE ToPIc

1 1(2) ?Pros.Rap WUsing his personal talents for attention and rapport in

I I lithe schools

2 12(4) IPros.lap lGaining rapport in a very difficult situation

3 14(3) IN&I.TEIA Ilelief about benefits and appropriateness of certain

I I !applicants

4 15(3) 1M/A 1M/A related to station commander

5 15(5) IPros, IQuick Pre-Q while prospecting

I '?re-Q I

6 16(7) !Pros,Rap !Knowing how to approach kid vith select information

I !Pre-Q,N&I:

7 17(7) !TEBAClo !To get the close, by meeting all the kids needs

8 :10(4) 'Pros, 'Using A.SVAB for Pre-Q and Pros

0 Pre-Q

9 111(11):Pre-Q, !To Pre-Q, fill very specific interests, and present to

II N&I.FEBA 12 kids at once

10 115(8) :Pre-Q !Gathering Pre-Q info and maintaining rapport

11 '16(11)!Pre-Q, ',ore on selling the two friends

,I IN&IJERA I'

12 :24(5) ITEBA,Clo FEBA in closing, personalizing the process

13 :27(5) :H-O :Handling objections, specifically homosexuality in the
I II Army

14 :28(9) 'Pros, !Deciding how to approach a group of tough kids

II :Pre-Q

15 132(12)!Pre-Q. liandling a kid who is difficult, procrastinates, plays

IClo I

16 134(5) 'Pre-Q llaportance of Pre-Q over the phone

17 137(3) !Pros jWays of prospecting - being an advertising billboard

18 . 1380) M/A IStrategies for knoving which rules to follow, M/A

19 142(7) 1M/A 'Rules for motivation

20 143(7) HM/A 'Personal motivations

21 146(2) Ra,,Pre-Q:Pre-Q questions and asking from lists such as ASVAB

22 149(7) 1Pre-Q !Pre-Q out in the area

23 150(5) 'Pros,DEP,IGetting referrals and handling follow-ups, including

IF-Up IDEPs
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Coder: 2 

Subject:E

1 0 EF CYCLE: 
TOPIC

2 4 L( 6 ) r o , lh o n e p r o s p e c t i n g n d r e f e r r a l s , P r e - Q

re -Q,

25 136(3) Ra,EIA Sellng part-tie job as the mjor benefit

26 61 ( 1O) H/A ITh igs to be successful recru iter , .

27 66(9) -O IHandl n g varie t of objec ion s

2 8 175 ( 3 ) tPr e - Q, 1 1o v t o pr e s e n t t o d i ff g e r 
e n t gro u p , C A T l e v e l 

, e t c .

I FEIA I

I I
I I

* I

I I I

* I I

! !

i I

I I

I I

! a

I I

* II

I I

I I

I I

I II

a a

I I
* t

I II

I I

I I
* I

I I

•! I 
I,,

I 
a

I I

I I

* I

I I!

a- --- -- - -
amm m m ni im l ma mli



PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORKLATION

I.D.: Coder 2 S E SEQ 1 CROSS-REF

Purpose: Using his skill in ping pong to net attention and establish rapport in schools

Cycle: Pros x Rapx Qual__ N&I. FEBA__ Clo_ H-- DEP_ F-L.P M/A_ Oth

Setting: School same rooms or other areas he can play ping pong

lan, ,:. DEG (p. 1, pars , line 3) END (p._ , nara 4 line 52 )

I. COMMUNICATION STRATEGIES

IELIZIu1 - If there is a ping pong table around, he can get kids' attention and use it

to talk about loning.

2 - It's better to have Ps &arching around in a drill team (club) than painting

on the .walls.

3 - Ps getting together to drill, march in parades, get their parents involved,

etc. is good for getting Ps.

4 - Getting cooperation from the National Guard unit is a good way to ge: supvort.

RULE: I - Get Ps involved in any way possible, usinA your talents and other resources.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATERN STATE EXIT TEST

II I

I II i

II I I,

3. I I III I I I'

I I I I t

5. _ 4 I,

_A_216 I
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1II. COMMUNICATION PATTERNS

OVEVYW: Interesting sequence of events described. R started off showing off his ping
pong skills to get attention from the kids in a school. This led to crowds of
Ps around to watch R play, during which time he talked about the Army. This
led to the formation of a precision drill team, with the help of a guy froo
one of the local National Guard units. This led to parental involvement and
lots of referrals.

PREDICATE: Vis___ Aud _. Kin Olf-Gus_ Uns Specific

SYNTAX/
smWTNZC: I-R_ I-Q. I-C I-A I-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
FAT7ERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EX.k.21 Z
nIQUE
PATTERNS:
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 2 CROSS-REF

Purpose: Gaining rapport in a very difficult situation

Cycle: Pros x Rapx Qual._ N&I_ FEBA- Clo_ H-0 DEP_ F-UP._ M/A_ Oth

Setting: Outside situations when there Is a hostile group of people to deal with

Iange: BEG (p. 2, para4 line 10) END (p. 3 , para3 line 23)

I1. COWUNICATION STRATEGIES

ELIZF:l - It Is tougher working In a minority. tough area, If you're white with short

hair, looking military, etc.

2 - The biggest, toughest looking kid in a crowd is likely to be the boss.

RULE: 1 - Don't start talking about the Army, listen to the other people's jargon

(snide remarks, opinions) first.

2 - Ask innocuous questions to lead up to asking to Join the Army, like "'h:

are you doing?" "Do you go to school here?", etc.

3 - Use whatever response you get and relate it to joining the Army, no ma::er

how ridiculous, to establish rapport.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I
I S I I
I I I

1. I I 4
I I a I

2. I
I I I

3.
S I I I

+. I I __ _ _ _ _ _ _ __ _ _ _ _ _ _

* I 5 a
* I I I
I.! I

a I i

6. I I I
A 2 I I
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211. COMMUNICATION PATTERNS

OVERVIVE: Describes Jogging at one of the high schools, with his colonel who demands
that he stop everyone and ask them to Join the Army. He sees a gang of
tough looking kids he doesn't want to approach, but feels he has no choice.

Walks up to the biggest, toughest looking kid and asks him to Join. When
the kid laughs he asks what he wants to do when he grows up. The response is

to be a hoodlum. He responds back with "would you like to have some formal
training?" Establishes rapport, and actuall makes an appointment with the P.

flDICAT: Vis Aud_._ Kin Olf-Gus uns x Specific

STNMAX/
S3KANTIC: I-R_ I-Q_ I-C I-A x I-E_ P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMM4ON
PATTERNS: P with AS, C/FS Rapport establishing, accepting information given

- (see above). Gets his out of tough situations.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAM.E
URIQUE

PATTERNS:
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PROTOCOL CODING WORKSHEET

I. BACKGROUND IZNFORMATION

I.D.: Coder 2 S E SEQ 3 CROSS-REF

Purpose: Beliefs about benefits and appropriateness of certain Ps

Cycle: Pros_ lap__ Qual__ N&I x FEBA x Clo i-0 DEP_ F-UP X/A Oth

Setting: N/A

lange: lEG (p. 4, para 3 , line 28) END (p. 5, para ., line 1 )

1. COIUNICATION STRATEGIES

ELIEF: - Doesn't feel competition from regular Army (he's AR) because of two

different programs/philosophies. Be recruits from a completely different group

of people.

2 - If a kid wants to to to school first, that's his "bread and butter."

I1LE: 1 - Sell regular Army first, then reserve if they're going to school.

2 - If a kid wants regular Army, he turns them over. If they wan: reserves,

they are turned over to him.

SALES DECISION DECISION
SEIQ CE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TIS-

- I I I -
I I I I
I • S
I * I

II I I

2.. I
* I I $

3. I

I I I I
"I I

I I I I
5 . __ _ __ _ I__ _ _ _ _ _ __ _ _ _ __ _ _ _ __ _ _ __ _

II I
6. 'I

I , I, _ __,,_ _
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 4 CROSS-REF

Purpose: H/A related to station comander

Cycle: Pros_ Rap_ Qual_ N&I. FEBA. Clo_ H-O DEP_ F-UP_ M/A x Oth

Setting: N/A
Rang: EG (p. 5 par 3, line4) END(p. 5 para 3 line 2

II. COM4UNICATION STRATEGIES

RELIE:l - Believes he's his ovn boss, though he Is subject to the station comander.

2 - It's easy to run his own program when he's producing.

3 - Producing effectively will make him the master of his own time.

4 - Can work two hour days, or eighteen. Can work more two-hour than eighteen

though, because he knows how.

RULE: 1 - Turns over everything, stats etc., that will help the station coander. But

makes his own program, picks his own hours.

SALES DECISION DECISION
SEQMDC: CYCLE STATE ENTER PRIMARY PATTELN STATE EXIT TEST

SI I S

I I I I

2.1I

3.I

I l
I , I I
I I I I24 + II I S I
II I I

3- I I I

6.I I I
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PROTOCOL CODING VORKSHEET

2. BACKGROUND INFORKATION

I.D.: Coder 2 S E SEQ S CROSS-REF

Purpose: Quick Pre-Q while prospecting

Cycle: Pros x Rap_ Qual x NhI FEBA Clo l-0 DEP_ F-UP_ M/A_ Oth

Setting: Various

Lange: BEG (p. 5, par 5 , line 25) END (p. 6 ,para 3, line )

II. COMMUNICATION STRATEGIES

BELIEF:1 - Can recognize right away if a person is going to go into the reserves,

provided they're qualified.

2 - Isn't sure how he knows, Just that he does. Has a feeling when he talks to

them.

3 - Can't tell mentally. Can tell if they're a criminal, and their attitude, if

he'll have a good chance with them.

RULE: 1 - Asks, real quick, if they've ever had any trouble with the law.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I
l I I I

II I I
I I

2 .III * ,

2. I

3*I I I I

3. I lI I

I III

4.I
I I I I

SI 4
II I

6. I I
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PROTOCOL CODING VORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 6 CROSS-REF

Purpose: Knowing how to approach a kid with certain info, but not other info he may have

Cycle: Pros x Rap x Qualx N&Ix FEBA Clo H-0 DEP_ F-UP MiA Oth

Setting: Phone

Range: BEG (p. 6 ,para, , line 15) END (p. 7 ,pars 5 , line 31)

11. COMMUNICATION STRATEGIES

ZELIEY:l - Can Just feel if a kid wants to to.

2 - A lot of the parents In the area enroll their kids in the local junior college

Just to set rid of them for another 2 ;ears - just an extension of HS. It's

nice for the kids who want to stay local.

3 - Asking too many Pre-Q questions right away isn't a good idea because it tends

to scare them off before they even know about the program.

4 - 200 Cards are his bible.

RULE: 1 - Don't bring out personal information you know about a kid if it isn't

relevant.

2 - Don't get too much Pre-Q information from the P right away before givin.. :h-

information about the program. Feel them out first. Do a 200 card right off

the bat. Get as much information over the phone as possible.

SALES DECISION DECIS ION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
I a a -

I I a I

I I I

1 I I

,. I
II I I

2 , I I ' I
+ I 4-

I I II
SI I

a a I I

5. a

I a a
1. 1 1 _ _ _ _ _ _a_ _ _
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R1.POiT TYPE: PC:
3.D.: Coder 2 S E SEQ 6 CROSS-REF

BLOCK
DESCR PTION CONTINUAT1ON

BELIEF: 5 - About 50% of the time he can get kids to bring in their docuinents

from having talked on the phone (diploma, birth certificate, social

security card).

6 - Feels he has a tentative agreement to do it by the end of the

conversation in most cases.
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PROTOCOL CODING ORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 7 CROSS-REF

Purpose: To get the close, by meeting all the kids needs

Cycle: Pros- Rap Qual. N&I_ FEBA x Clo x H-O DEP F-UP M/A Och

Setting: Everywhere

Range: BEG (p. 7, para 7 ,line 35) END (p. 9, para 9 , line 4 3

11. COMMUNICATION STRATEGIES

JELIEF:1 - Some Rs can make a beautiful presentation, but can't ask for the close/coc-

mitment.

2 - Saying "why don't you go down and take the exam, see a counselor, see what's

available,' is a waste of time.

3 - If you get the P pumped up and ready to go, he'll help with the parents.

They'll have their questions ready when the R gets there.

RIULE: 1 - They've got to be committed to join If what they want is available, before

sending them down to MEPS.

2 - Get the commitment right off the bat, unless parental consent is needed.

3 - If parents needed, get the P committed on the first interview, see the parents

afterwards. Don't make it the same interview if you can help it.

4 - Assure the parents of what time is involved, how long the P will be away,

good points and bad, etc.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I -
I" I I
S. I I

I I I I

I I I I

3. - I I
II I I

A. I I I I

I I I I

'I I I1
6. II

• I I I
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REPORT TYPE: PCW
I.D.: Coder 2 S E SEQ , 7 . CRLOSS _ _

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - A lot of parents have preconceived Ideas about the Army and AR. They

hear Army when Zou say AR. They think their kid is going to be gone for

2, 3 or 4 years and they block it off as a lnegative thought, before he

zeta to talk to them.

5 - It's a different attitude if you see P and parents together the first

time. Time frame Is different, because parents want to go and talk to

everyone in the world about what you said afterwards, and let together

asain.

RULE: 5 - Always see parents of Ps under 18 because they have to give consent,

.othervise ask the P if he wants It.

6 - Up to P whether be sees girl friend or not. If so, do it as quick

as possible.
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PROTOCOL CODING WORKSREET

1. BACKCROUhD INFORMATION

I.D.: Coder 2 S E SEQ , CROSS-REF

Purpose: Using ASVAB for Pre-Q and Pros

Cycle: Pros x Rap__ Qual x ELI FEBA_. Clo I H-0- DEP i  F-UP 1  6. ti,

Setting: Phone and in person

Range: BEG (p. 10 , para 4 , line 36) ENID (p. 11 , para 9 , line 4L

1I. CO='UNICATlON STRATEGIES

BELIEF:l - Makes it on ASVAB list. Would rather look at the list before making an

appointment because he knows the P's already mentally qualified.

2 - ASVAB is one of his best selling tools because he can tell P how he did on

the test. The computer printout the P gets isn't quite as much as what R has

so the P doesn't really know how he's doing.

3 - Once he knows they're mentally qualified R can give his presentaticn, gat ,cr

docucents, set up physical. Cuts out a 3-day testing period.

RULE: I - Doesn't go in to his whole sales pitch on the phone, Just a start.

2 - If R gets a good feeling about the P over the phone, he'll cut the preserta-

ton short and bring him in for the interview.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

a a S I

a a I I
* '

__ _ __ _ __ _ __ _ _ _ __ _ __ _ _ I _ _ _ _ _ _

2.1
* I I I

. S I I

I I I I

II IO
5.1

II I I

6. I
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Ill. COMUNICATION PATTERNS

OVERVIW: Describes using the ASVAB list and contacting Ps and using their scores as
a selling tool.

PREDICATE: Vis_ Aud__ Kin- Olf-Gus__ Uns__ Specific_

STNTAX/
SEMANTIC: I-R_ I.__ I-C__ I-A I-E 1-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOM
COMMON

PAfTTERNS: P Lets P know be is qualified, presupposes Army has
something to offer that P would be interested in.

PATTER OPERATOR TECHNICAL RESULT OR OUTCOME EX-'-.
UNIQUE
PATTERNS:

A-228
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PROTOCOL CODING VORISHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 9 CROSS-EF

Purpose- To Pre-Q, fill very specific interests. and present to two Ps at once

Cycle: Pros_ Rap__ Qual x NIl x FEA x Clo B-0 ZEP F-UP M/A Oth

Setting: Office

Range: BEG (p. 11 , pars 11 , line 44 END (p. 15 , para 2 , line 11)

II. COKMUNICATION STRATEGIES

3ELWF:l - For someone interested in law enforcement, H1 in ideal, provided he's

qualified.

2 - Can tell if someone is intelligent from conversation.

3 - If they volunteer Information quickly, they are probably telling the truth.

If they hedge, they may be lying.

A - Law enforcement, MP's, has special qualifications, security clearances, etc.

Tougher for non-HS grad than a HS grad.

5 - If a P is learning to fly a plane, he has to be fairly bright.

RULE: 1 - Concentrate on what the P is interested in (law encorcement in this case) and

sell him the benefits of the training and experience as vil as the job.

Also explain the benefits of going in as a HS graduate.

2 - If a P is interested in college, but hasn't graduated HS yet, wait for him

to get some college credits before you put him in, so be can go in as a 3A HS

graduate.

3 - If a P takes the test, says he wants college, is interested in your programs,

he's a legitimate candidate.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I -

I S I I
I I I S

1. I I
1 4 I

2- I I I

I S I I

I S I I3.I. "III I
I I I I

5 . I I I I

I I I I

6.
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211. COIMUNICATION PATTERNS

OVERVI : Describes a young man vho came in vith a friend. The P vas interested only

in law enforcement, but hadn't graduated from HS because he was bored with it.

Describes giving the two Ps the CAST, joking vith them setting up a coopeti-

tion on test scores, and how he presented information to them. Found out the

friend vas interested in learning to fly, was in fact already caking lessons,
and wanted to go to college.

?REDZCATE: Vis x Aud x Kin x Olf-Gus__. Uns x Specific

SEW IIC: I-R__ I-(___. 2-C___ I-A x I-E__ P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COIMON
PATr KNS: AWARE Present info about qualifications in a gentle way

to set up giving the test.

C/FS Talks about finding out "in my mind" if P is qualified,
makes it more personal, enhances rapport, shows concern.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EY._-7
UNQUE

PATTERNS:
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ 10 CROSS-REF

Purpose: Gathering Pre-Q info and maintaining rapport

Cycle: Pros__ Rap.x Qual x N&I FEBA_ Clo H-0 DEP_ F-Up_ M/A_ Oth

Setting: Office

Lange: BEG (p. 15 , pars 8 , line 26) MW (p. 16 , para 9, line 30

II. MOMUNICATION STRATEGIES

.IEP:1 - If a kid can laugh and joke vith you, or vith his friend in front of you,

he's at ease.

2 - If you can create a bit of competition between friends, you may be able to

get them both.

3 - Just getting a P to take the test isn't enough to knov if he'll go.

ULE: 1 - If a kid comes in with a friend, try to get them both by setting up a

friendly competition.

SALES DECISION DEC IS ION
SEQUCZN: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

SI I I 
I S1. _____I__I_,

_ _ _ _ _ _ _ I.+ 4
I 4I
*I I I

SI I I. ,, I I I I
I I +

I I I I

5. __ _ _ _ _ __ _ _ _ _ _ _ 1I I I
I a
I 1. 1 I__ _ _ _ _ _ __ _ _ _ _ _ _
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111. COMMUNICATION PATTERNS

OVKKVI W: Talks about creating competition on test scores between two friends.

PREDICh'K: Via x Aad x Xin x Olf-Gus_. Uns___ Specific

SDWANTIC: I-i 1-Q__ 1-C I-Az I-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COHN

PAUTTESs P if he can outdo his friend, It's worth taking the test.
Especially since there isn't anything else to do.

II

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EAvE

PATTERNS:
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PROTOCOL CODING VORKSET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 11 CROSS-REF 2E10

Purpose: More on selling the two friends

Cycle: Pro._ Rap__ Qual x N&I x FElA x Clo__ -0_ DEP__ F-UP M/A_ Oth

SettIng: Office

Range : EG (p. 16 , para 11 , line 32) END (p. 21 , par& 8 line 35

II. CO MfUNICATION STRATEGIES

IE Zir:l - OK to toad a P Into finishing school, helps him and R.

2 - A P finishing school proves he's interested in the program.

3 - A glov In the eyes. a look as if he Just von something, Is an indicator that

a P Is really interested In something.

4 - A P svitching over to asking questions from Just Joking and being a little

defensive is a good sign of interest.

]iDLE: 1 - Get Ps to finish school if possible.

2 - Keep in touch vith the P vhile he finishes school.

3 - For Ps interested in travel, sell the "space available program."

4 - If you tell a P about all the police checks, special security clearances, etc.

and he still calmly and readily gives information, he's "robably morally

qualified.

5 - Evasiveness often means lying. Not looking you In the eye, nervousness

vith hands, etc. also.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

S S I
I I

2.
" S I

2. * I I S3. S I S S

!S I S I
4, I I I

I I I I

5. I
I II 'I I I I

6. I I S I
iI ,I _ _ _ _ _ _ _ _ _
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REPORT TYPE: PCW
!.D.: Coder 2 S E SEQ 11 CROSS-REF 2E10

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - There are so many restrictions on a 3A non-ES grad, that it is a

disservice not to try to get him to finish school. R has no pressure to

put them in because of his numbers.

6 - You can tell how two Ps are feeling about Joining by the way they

look at each other.

7 - If a P Is mentally and physically qualified, and everything is going

"too smooth" it may be time to worry about moral qualifications. The

first feeling you have with a walk-in is often "there's something wrong

with them." It's a concern in the back of your mind.

RLLE: 6 - People have to be qualified mentally, morally and physically

then R will have peace of mind.

7 - If a P has passed the physical for flying, he's probably ok

physically.

8 - Ask specific questions off the Spear sheet.

9 - You can tell a P is telling the truth if he gives you specific

correct information about something you can verify in your own experience.
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II. COMMUNICATION PATTERNS

OVERVIEW: Talks about selling the tvo Ps together after qualifying them on the test.
Mentioned travel and they really lit up - then he knew he had them. Pushed
the travel aspect, space available program.

PREDICATZ: Via___ Aud_ Kin Olf-Gus_ Uns_ Specific

SYNTAX/
SEMANTIC: I-R___ I-Q I-C_., I-A.._ I-__ 1P-C __ Oth

PATTERN OPERATOR TECHN4ICAL RESULT OR OUTCOME
COMMON
PATTERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EX.ALE
UNIQUE
PATTERNS:
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PROTOCOL CODING WOIRKSHMUT

I. BACKGROM' IN-FORKATION

I.D.: Coder 2 S E SEQ 12 CROSS-REF 2E10,11

Purpose: FEBA In closing, personalizing the process

Cycle: Pros_ Rap__ Qual_ N&I flA x Clo x H-O DEP F-UP_ M/A_ Oth

Settling: Office

Range: SEG (p. 24 , par& 5 .line 16) EN (p. 25 . para IL...., line 3__0 )

II. COMMCATION STRATEGIES

DE.LIEI:1 - If the kid tested. qualified, and knoving vhat he needs to do, the timing

von't be so important.

2 - If you keep him busy, vitout stale time, he'll stay interested.

3 - If you get Ps involved, even though they aren't officially DEPS, they will

stay interested.

WLUIE: 1 - Give the P a check list of thi gs to do. Then spread out the tasks while

he vaits, if he has to vait to join.

2 - Get Ps involved, es you mould DEPS, even if they aren't officially.

3 - One P Joining is reinforclmg to his friend.

SALES DECISION DECISION
SZQDENCE: CYCLE STATE ENTER YU.)4ARY PATTERN STATE EXIT TEST

I I I I

I I I l*" a I I

1. 6 I I
2. I I

I S I I
3 * I

$, 1- 4 4
S I S I ,
I I I I

S. I I IS. __ _ __ _ _ __ _ _ _ __ _ _ I . '
I I I I

6. I
I I I I
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'Il. COMUNICATION PATTERNS

OVERVIEW: Explains to P advantages of waiting to join.

PREDICATE: Via- Aud Kin Olf-Gus Uns Specific

SYNWA/
SEMANTIC: I-.._ I-Q.._ I-c_ I-A=__ I-K_._ P-C__ Oth"P-CONY3-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOM
comn
PATTERNS: VP-CON Lets P know how he should choose based on future

possibilities.

CE Lets P know what will happen in different situations,
leading him toward best decision.

TB-CON Give options, directs toward best decision.

P Presumes worth of knowing R, AR, while waiting to
Join.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EX.'.PLE
UNIQUE
PATTERNS:
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PROTOCOL CODING WORKS ET

1. BAC CRC. L\OLMATION

I.D.: Coder 2 S E SEQ 13 CROSS-REF

Purpose: Handling objections, specifically perceived homosexualitY in the Army

Cycle: Pros_ Rap__ Qual N&I FEBA Clo_ 1-0 x DEP_ F-UP_ M/A_ Oth

Setti g: Office, elsewhere

Range: BEG (p. 27 , pars 5 ,Lne 45) EN (p. 28 , pars 5 _ line 27 )

II. COMUNICATION STRATEGIES

IELIU:l - The AR is a business and should be sold as one.

2 - The Army does as well as possible, and better than most other similar

organizations to keep homosexuality out.

]ULE: 1 - Treat the AR as a business.

2 - Compare the Army's position, procedures, effectiveness at controlling

homosexuality to other organizations and businesses.

3 - Admit that there are problems, but point to the efforts to control the=.

A - Approach the objection the same with males and females.

5 - Never accept a no, never let a P die. Put them on the back burners if it

is going to take longer than the normal time frame. Keep up unless they

absolutely say no.

SALES DECISION DECISION
SEQUUCZR: CYCLE STATE EN TER PRIMARY PATTERN STATE EXIT TEST

III I

III II _ _ _ _ _ _ _I ,_ _ _ _ __ _ _ _I __ _ _ _ _ _

I II

2. I I__ _

I I3. I I
4.I I I1

I I I I

I I I I

5.I S I I

6. III II
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i11. COMMUNICATION PATTERNS

OVERVIEW: Describes way of handling the objection that there are a large number of
lesbians in the Army. Points out that it isn't a larger percentage than
the rest of society, or other major businesses, and that the Army tries
hard to control the problem. Also, that it exists, but that you can't catch
everyone and some people will beat the system.

PREDICATE: Vis x Audx Kin x Olf-Gus Uns X Specific

SYNTAX/
SEMANTIC: I-R x I-Q x I-C I-A__. I-E__ P-C x Oth YB-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTERNS: YB-CON Maintains rapport, allowing explanation about how Army

tries to control problems, and accepts kids reticence
to join, but asks if it is all right to keep contact.

M-4 Compare Army directly with major corporations to show

effectiveness

C/U with Mig Show Army is just a part of society as a whole in this

issue.

CD with RS TV movies are just for your entertainment, not accurate

representations of the larger picture.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.E'-Z
UNiQUE
PATTERNS:
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REPORT TYPE: PC,;

1.D.: Coder 2 S E SEQ 13 CROSS-REF

PATTER OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERS: CEQ Army - business/employment agency.

Homosexuals who get through system - liars,
deceitful

Uv Softens descriptions of dealing vith problem, and
procedures
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PROTOCOL CODING WORKSHM=T

1. BACKGROUND INFOP.ATION

I.D.: Coder 2 S E SEQ 14 CROSS-REF 2E2

Purpose: Deciding how to approach group of tough kids

Cycle: Pros x Rap.x Qual__ N&I- FEBA Clo_ H-0_ DEP_ F-UP_ M/A_ Oth

Setting: Outside of office

Lane: BEG (p. 28 , pars 9 line 41) END (p. 31 , par& 6 , line 17 )

I. COMMUNICATION STRATEGIES

BELMIF:1 - You can tell by looking at some groups (chains for belts, mohawk hair cuts,

smoking weed) if they're a waste of time to approach. You can tell if you're

going to get an adverse reaction, snide remarks.

2 - You can know that you'll be seen as a red neck square by these kids.

3 - Kids will try to bolster their egos by making snide remarks.

4 - If you can catch a kid off guard, you can get to say what you want before he

starts trouble.

5 - More important to satisfy the colonel than avoid problems from the kids.

RULE: 1 - You need to pacify groups, and others, if you are trapped into an adverse

situation.•

2 - The way to handle these situations is to strike first, catch the guy off

guard before he can start problems.

3 - Make a mental image of what you're going to do.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
- I I I-

I I I
le I I

,I I I
1. I I

2. ______ ________ __________________i____

II I
3 I - , I I I

+ -- I I
.II I

, , I
II I5. __ _ _ _ _I__ _ _ _ _ _ _ _ _ _ _ _ _ _ I __ _ _ _ _ _ _ _ _ _ _ _ _ __ _ _ _ _ _ _I_ _ _ _ _ _

I 'I
I I A

6. __ _ _ _ __ _ _ __ _ _ __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
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Il. COMMUNICATION PATTERNS

OVERV3W: Describes decision on how to approach tough group mentioned ih PCW #2.
Associated imae of hiuself being attacked, but he felt no choice because
the colonel was with him. Felt like a 97 pound weakling going up against
the big bully. Only vay to win was to strike first.

?RDICTE: Vs__ Aud_.. Kin__ Olf-Gus___ Uns___ Specific_

STflT.AX
SDhncTI 1-i_., I-Q._ IC_._. I-A_. I-E__. P-C__ oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCO
COMMON
PATTERNS:

PATTER OPERATOR TECHNICAL RESULT OR OUTCOE EXA.'E
UNIQUE
PATRUS:
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 15 CROSS-REF

Purpoe: andling a kid who is difficult, procrastinates, plays gass

Cycle: Pros Rap_ Qual x N&l x FEBA x Clox H-0 DEP F-UP M/A Oth

Setting: NIA

Range: EC (p. 32 ,par& 12 , line 2 ) END (p. 34 , pars 3 line 27 )

II. COMMlUNICATION STRATEGIES

mZLIEF:1 - Sometimes people will deceive you, Just shopping, no real interest. Or

somewhat interested but just comparing. You can't help it.

2 - Some people have to realize they're going nowhere fast before they will

really listen to you.

3 - If you keep out in the area talking to employers, you'll find available jobs

and keep an idea about what is available for people you are helping.

BJLE: 1 - Catch people after they're done comparing.

2 - Doesn't look for non-ES grade, they walk in.

3 - Get kids jobs if you can help them.

4 - Don't do a law violations waiver until you're sure the P wants to go in.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

g I II

I I I I

g. I I I

1. _ _ __ _ _ 1 1 ,_ _ _ _ _ _ _ _ I_ _ _ _ _ _

2.I I I I
2 -I I S I

__ __ __ _I __ _ _ __ _ _ _I __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I _ _ _ _

I I I

30I.* __ _ _ _ _ _ _ _ _ I I I
I I,

4.I I I I

. I I I I1 + I
I •I , I I

.I I I II

I _ _ _ _ _ I ,,___ _ __ _I I

A-243



rw- - -T

PROTOCOL CODING WORKSHEET

1. lACKGRO't INFORMATION

I.D.: Coder 2 S E SEQ 16 CROSS-REF

Purpose: Importance of Pre-Q over the phone

Cycle: Pros_ Rap_ Qual x N&I_ FEBA__ Clo B-0 DEP._ F-UP_ M/A_ Oth

Setting: Phone

BRAge: BEG (p. 34 , pares 5 , line 31) END (p. 37 , pars , line 3

II. COIMUNICATION STRATEGIES

DELIZE:1 - Females are hard to recruit because they're finicky.

2 - If you forget to Pre-Q on the phone, the R and the P can end up embarrassed.

3 - Sometimes hard to ask a woman about her veight or other very personal thines

over the phone.

4 - If you have enough rapport, you can ask the necessary questions.

5 - Not as hard asking the questions as getting the answers.

RflE: 1 - Pre-Q as much as necessary on the phone before the appointment.

2 - Make sure you maintain rapport vhile asking the tough questions.

3 - You have to let people know the importance of the answers to the questions.

4 - Put females in right away.

5 - Ask for goals, adapt to them.

6 - Uses the phone for Pre-Q and making the appointment, that's all.

7 - Put some humor into the conversation to make the questioning easier.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I I
I I a Ie
I I I I
*. I I I

__- __ _____ I __ _ __ _ _

I I I I

3. I I ___+ I
I I I I3. I I I

SA-24 I4
I I I I

e I I
5. I II

I I I I
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REPORT TYPE: PCW
I.D.: Coder 2 S E SEQ 16 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - Females have so many more areas for problems. They change their minds

a lot quicker. You vant to put a female in right away, net let her

linger. More single female parents than ale.

7 - Benefits and prosrams are the same for males and females.

a 8 - The vord military scares vomen. It's a unique group that you can

let in.

9 - Believes his strong point ts the phone. Most people hate the phone,

he can make all the appointment* he needs In a day.

10 - If he can get them sitting in his office, and they're qualified, he

believes he can get them to join.

11 - Therg are different degrees of qualification you can find on the

phone. Some people are truthful, some not. You can get a sense of when

they're fudging.
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PROTOCOL CODING VORKELP

I. BACIKROUND 3XFORHATION

I.D.: Coder 2 S E SEQ 17 CROSS-REF

Purpose: Ways of prospecting - being an advertising billboard

Cycle: Pros x Rap__ Qual_ N&I I  FEBA Clo. 3-0 DEP__ F-UP- M/A_ Oth

Setting: Schools, parks, etc.

Range: EC (p. 37 , para 3 ,line 5) END (p. 38 ,para , line7 )

11. COM IUKCATION STRATEGIES

MIUE:l - If you wear an outfit that says Army all over it. wave to the same people

every day, people will recognize you - you can use It In phone contacting.

'RULE: 1 - Make calls for the appointment, not just contact - it's a vaste of time.

2 - Rehearses things he has planned when he Jogs.

3 - If you run, or do some other regular activity, do it in the same place a:

the same time each day.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I -I I I I
SII I I

,II I I

. I S I
2. I I I

lI II
£ 6 I I

3.I I l
J"I I I I

• .I I I I
4. _ _ _ _ _ _ t , I 'I

I S I I

. II S6. I I I I
I II

I ;iA.246



PROTOCOL CODING WORZ.SM!ZT

I. BACKGROUND INFOR/ATION

I.D.: Coder 2 S 9 SEQ 18 CROSS-REF

Purpose: Strategies for knowing which rules to follow, motivation, attitude, mets-rules

Cycle: Pro__ Rap__ Qual N&I VERA- Clo 9-0. DEP_ F-UP M/A x Oth

Setting: N/A

Range:* BEG (p. 38 , pars 5 , line 21 ) END (p. 41 , pars 9 line 40 )

1. CMOtUNICATION STRATEGIES

3ZLIW:l - There are sometimes two sets of rules to follow. You have to use common

sese to know what your priorities are in a particular situation - recruiting

included. Believes his rule parallel USAREC's.

2 - Believes he'll continue being successful if he keeps working the phone.

IULE: 1 - If a rule keeps working, keep using it. If it works once, it will work

again.

2 - Stop using a rule if it stops performing like it has in the past.

3 - The criterion for a rule is that it gets the job done.

A - All rules are subject to change, depending on the situation and the

environment.

5 - Stay away from boredom, don't get complacent.

SALES DECISION DECISION
SEQUENCZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I -

I I S I
I I I I
I I I I
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l*I I I I

, * I I , I

I I II
,I III

4I II

3,I I a aI I I I
5.I__ _ _ _ __ _ _ _ __ _ _ _ I oI

__ __ __ __ __ __ __ _ _ _ _ _ _ _ _ _ __ _ _ _ _ _ _ _ _ _ I _ _ _ _ _ _

II I I

I I I I
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III. COMMUNICATION PATTERNS

OVERVIEW: Discusses rules and mets-rules, personal goals and motivations, reasons for
choosing this job. For him, the challenge to succeed is important, attain
goals, have enough money to live on, the benefits of retirement, to earn
respect.

PREDICATE: Via__ Aud Kin Olf-Gus_ Uns Specific___

STWMA/
SEMIATIC: -__ I-Q__ I-Cl I-A_._ I-E_ F-C_ oth

?ATIERN OPERATOR TECHNICAL IESULT OR OUTCOME
COMON '
PATTZRUS:

PATTERN OPERATOR TECM;ICAL RESULT OR OUTCOME ______- L

PAT E NS:
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PROTOCOL CODING vO3XSmT

I. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 19 CROSS-REF

Purpose: Rules for motivation

Cycle: Pros Rap__ Qual N&I_ FEDA. Clo .-0. DEP. F-UP M/A x Oth

Setting: N/A

Range: lEG (p. 42 , par& 7 *line 15 ) END (p. 43 , pars 2 , line 19 )

II. COfMUNICATION STRATEGIES

B3MIV:l - A lot of people don't give themselves enough credit for what their abilities

are.

2 - Some people feel there's no chance of setting to be the president of the

company, but they may have.

3 - Every long range goal's got a thousand little ones to get to it. You've

got to work your way up.

4 - Nothing is impossible.

RULE: I - Have faith in yourself, your abilities.

2 - Set long ranse goals.

3 - Never accept no.

4 - Don't wait for others to take care of you.

SALES DECISION DECI SION
SEQUESCm: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

II I I
I I I I
I I I I
I I II

1. __ _ _ _ _ __ _ _ _ __ _ _ II
2. __ _ _ _ _ _11-I I S I

I 1 I I
S, I S I

4. I
I I 1 -2,I I I II I I
II I II

6. I I I

I I_ _I_ _I_
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REPORT TYPE: PCW
I.D.: Coder 2 S E SEQ 19 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Waiting for it to happen for you, and griping about it afterwards

Is as much your fault.

A-5
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PROTOCOL CODING WORKSEET

I. IACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 20 CROSS-REF

Purpose: Personal motivations

Cycle: Pros_ Rap__ Qual N&I FEBA__ Clo H-O DEP F-UP M/A x Oth

Setting: N/A
Range: BEG (p. 4 3 , para 7 , line 36 ) END (p.4 , para 6 , line 17 )

11. COMMUNICATION STRATEGIES

NELIIF:l - Needs to progress as far as possible to stay where he is. He'd stay a couple

of years longer if he could advance.

2 - The badge a R wears shows how good they've been.

3 - If someone lasts, they're good at recruiting.

4 - You can Judge a R's quality by his attitude, whether he enjoys it, whether

he gets past the initial three year period.

RULE:

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TESTIII I -

I I I I
I I I I
I I I I

1. I I tII+ I
I I I I

2. I ,I I
I I I I

3 . I I I__I I I I

4.I I I
I I I I

I I II
I I I I

6.I I I
I I , I _ _ _ _ _ I
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PROTOCOL CODING ORKSEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 21 CROSS-REF

Purpose: Pre-Q questions and asking from lists such as ASVAB

Cycle: Pros_ Rapx Qual_ N&I_ FEBA Clo- H-O. DEP_ F-UP M/A- Ot 0

Setting: Phone mostly

Range: BEG (p. 46 , par& 2 , line 4 ) END (p. 48 , para 11 line 43 )

II. C09MTNICATION STRATEGIES

BELIEP:I - Thinks about the following while prequalifying on the phone: do they meet

the age requirement, are they criminals, physically qualified?

2 - A lot of times people will conceal law violations because they think it will

disqualify them.

3 - Can sometimes tell over the phone if someone is giving spontaneous reactions,

or if they're trying to hide something, from change in voice tone, or a split

second delay in giving an answer.

RULE: I - Ask questions about specific possible problems in qualification. Do they

have asthma, epilepsy? Do they have children, etc.? Taken tests like ASVAB or

similar? How are their grades? What subjects? Married?

2 - Ask questions and watch the expression on their face.

3 - Look over the ASVAB list, and compare the scores to what the Ps said they

were interested in to see if they are qualified. Then let them know how wel

they qualified over the phone to establish rapport.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TESTa a I I -

I I a a
I I II
I II

_ _ __ I _ _ _ I _

I I I I

I I I I
3- I I I2.-

"I I I I

I I I I

5.I II I I I

6.I I I
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REPORT TYPE: PCW

I.D.: Coder 2 S "T SEQ 21 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - Reserves is a mixture of age groups, a lot of young and a small group

of older people. About 50% prior service.

RULE: 4 - Use density list of prior service candidates and see by the

designators what they'Te qualified for - then talk them into it.

5 - Age is not a factor as long as they meet maximum-minimum age

requirements.
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III. COKtJUNICATION PATTERNS

OVERVIEW: Describes his various ways of determining people's Pre-Q and telling if they

are being honest with him or not. Mostly beliefs and rules.

?IDICZ: Vis Aud Kin Olf-Gus ns_ Specific

SYNTAX/
sUANTIC: I-R_ I-Q.__ I-C___ I-A__ I-E__ P-C__ Ott

PATTERN OPERATOR TECEMCA. tESULT OR OUTCOM
COMM4ON
PATTERNS: SD Creates curiosity, which areas are they qualified

in

("Qualified in many, many areas...-;

MY Sets frame of qua.1Lfications, then says he'd like co
talk about it further. Sets ap need for appointme.t

PATTERN OPERATOR TECHIrAL RESULT OR O t= E.XA V
'UNQUE

PATTERNS:
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PROTOCOL CODINC WORE.SEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 22 CROSS-REF

Purpose: Pre-Q out in the area

Cycle: Pros Rap__ Qual x N&I FEBA Clo H-O DEP_ F-UP M/A Oth

Setting: Outside of office

Range: BEG (p. 49 , para 7 , line 15) END (p. 50 , para 1, line 10

1I. COMMUNICATION STRATEGIES

WLIEF:l - Another place for area canvassing is the college campus.

2 - College kids obviously have the smarts, you can go into athletic departments

to check them out phsically.

3 - In area canvassing you can start to Pre-Q by appearance, but you really have

to get them in a conversation to be able to tell - depends on where you meet.

Shopping in mall diffeTent from standing in the unemployment line.

RULE: 1 - Know the instructors and counselors in athletic departments for free access

to training equipment/people.

2 - Meeting someone on the street, get them into a conversation so you can start

to Pre-Q.

3 - Concentrate on people who are employed.

SALES DECISION DECISION
SEQU'ENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I a I -
I II

I I I I

2. I I I
a I A -

.,J. I II _ _ _ _ _ I__ _ _ _ _ _ _ _ _SI 1. 1
I III

4. II I

I II

5. I__ __ _ _ I__ _ _ _ _ _ _ I__ _ _ _ _ _ _ _ _ I

I III

_ _ _ _ _ _ _ _
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REPORT TYPE: PCW
I.D.: Coder 2 S E SEQ 22 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 - Prefers to meet people who are employed because they can obviously

hold a job. People who are unemployed in most cases have had a proble=
and that's why they are unemployed.
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PROTOCOL CODING VOK1SHEET

I. ACKGROUJND INFORMATION

I.D.: Coder 2 S E SEQ 23 CROSS-REF

Purpose: Getting referrals and handling follow-ups with Ps, including DEPS

Cycle: Pros x Rap__ Qual_ N&I FEBA_ Clo U-0 DEP x F-UP x M/A_ Oth

Setting: Various

Range: BEG (p. 50 , par 5, line 20 ) END (p. 54 , par& 2 line 16)

II. COMMIJICATION STRATEGIES

JmLIu:l - Referrals are real important.

2 - Most referrals come from ESs because R's trying to recruit a 3A HS market.

3 - Lids' lifestyles have changed since they got out of school so you don't

contact them in the same organized way.

4 - It's a big ego motivating factor to be in the armed forces while still in

school, so the kids like to be contacted regularly. They like to brag.

JU=L: 1 - Stay in constant contact with the high-schoolers who still have two years

left of school.

2 - Contact people, especially seniors, every week.

3 - Contact graduates, who are in, once a quarter - usually during a slack

moment.

4 - Keep little platoons in each school.

5 - Give the senior person in each school responsibility.

SALES DECISION DECISION
SRQUUIiR: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I
* I I
I I I

2. iI II I S

.I I
* I I I3. ___I_____t

4. I
3.I I I g4. 1 1. t _

I I I I

5.I
I O7

eI I I I

I I I I6. __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I I__ _ _ _ __ _ _ _ _ J
___ __ __ __I_ __ I_ I

A- 257



REPORT TYPE: PCW
I.D.: Coder 2S E SEQ 23 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - The senior person In each school realizes they are, so they send lots
of referrals. The fifth or sixth person isn't the point of contact but

he's brought into contact with the rest of the group. Doesn't mind not

being number 1.

6 - It's often best to just tell kids what you want them to do.

7 - Be's the old sergeant and they're the new private, and they respect

that - they're going to make an honest effort to do what they're asked.

8 - DEPS want to be told what to do. They vent to play Army even if

they aren't in yet. They thrive on orders. It's kind of like practice.

RULE: 6 - Continue to ask kids questions, after they've joined, to make sure'

they stay out of trouble.

7 - Demand help, if they react negatively, then ask.

8 - Get DEPS to bring eligible Ps to activities, help going through year

books for referrals, etc.

Ar-2 58



II. COMMUNICATION PATTERNS

OVERVIEW: Talks about handling kids on follow-up, either kids who are still in school
or kids who have graduated and are actually serving on weekends. Stresses
the importance of staying in touch with high-schoolers since they can get
in trouble and jeopardize their future service. Also goes into detail about
how he gets kids to brini him referrals. Good linguistic examples of a
number of patterns used for motivation and putting his requests or orders
into a framework in which they will be met.

PREDICATE: Via x Aud x Kin x Olf-Gus_ Uns x Specific

SYNTAX/
SEMANTIC: I-R x I- x. I-C I-A x I-E x P-C x Oth S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS: UV Asks nonspecific questions to gather general information

- allows P to give him more if necessary.

P with CEQ Presumes things are ok with Ps, possibly motivates them
to keep things going smoothly. Also uses "I want" to
mean "you will." Presupposes the CEQ. Uses the word
"expect" in the same way.

MO Lets P know he "can't" get hold of referral - gives
responsibility back to P who referred. Lets him know he
"needs" more information - further motivation.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA M2LE
UNIQUE
PATTERNS: SCO-AM Suggests need referrals for Army by talking: 52(39)

about softball team and referrals simul-
ta.nously. Which team we need them on is
ambiguous - (baseball or Army?)

("We need them on the team.")

APV Uses to set up what he wants (passive) 52(11)
then to give the orders (active) leads

in gently to order giving
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REPORT TYPE: PCW

2.D.: Coder 2 S E SEQ 23 CROSS-REF

PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
COMMON
PAaTZILNS: NEG-COM Used as motivators - gives orders by telling what he

doesn't vent. Forces kid into doing what he does want.

C-LlXK Links suggestions together In a chain of activities that
will be carried out (presupposed) so they're seen as a
single unit of behavior.

S-CON Makes request for help based on the kid not having anything
else to do - making it difficult to refuse.

R/S with C/FS, All used to set up getting kid to help - motivators to
HOC, IN show how his help is important. Often done by inplication
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORHATION

I.D.: Coder 2 S E SEQ 24 CROSS-REF

Purpose: Phone prospecting and referrals, Pre-Q

Cycle: Pros x Rap_ Qual x N&I FEM.. Clo_ B-- DEP. F-UP H/A_ 0th

Setting: Phone

Range: BEG (p. 54 , par& 6 , line 20 ) END (p. 56 , para 1 line 10 )

II. COMMUNICATION STRATEGIES

BELIZF:l - lHas had a little success getting referrals when prospecting on the phone

with someone who wasn't interested or qualified.

2 - Sometimes Ps feel insulted when you call them up on the phone to talk about

the Army and they're not about to refer any of their friends to you.

3 - Feels in his pre-q/PreQ he has narrowed down who he is calling so they are

more likely to be interested in what he has to offer.

1RULE: 1 - After someone is disqualified on the phone, continue to establish rappor: to

ask for referrals.

f

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I g I -

"1 I I
I I I I

I t s

I I I
4.- 262.

6. ,
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III. CO t1I CATION PATTERNS

OVEZVIKV: Talks about his limited, but sometimes positive, success getting referrals
from someone vho is either not interested or not qualified to join. Gives
a few examples of uhat he asks for.

?IRl)Zn - Via__ Aud_ Kin_ Olf-Gus_._ Uns X Specific

sYWEAK/
SEMANTIC: I-R x I-Q_ I-C I-A x I-E P-C x Oth YB-CON,S-CON

PATTERN OPERATOR TECKNICAL RESULT OR OUTCOME
CoON
1A7TUNS: TB-CON Even though not qualified, still can help by giving

a referral.

C/FS with P Must have other friends like you - expands scope of
conversation to include others vho, it is presupposed,
she knows, who might also be mentally qualified.

S-CON If others have mentioned interest in service, then yo"
should tell me their names (implied).

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.- "
UNIQUE -

PFATMS:
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REPORT TYPE: PCW

I.D.: Coder 2 S E SEQ 24 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTUNS: SD Completely deletes what kind of job he is talking about
to keep interest up and set the referral.

("Others interested in a part-time Job?")
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PITOCOL CODING WORKSIEET

1. BACKCGROUND INFORMATION

I.D.: Coder 2 S E SEQ 25 CROSS-REF

Purpose: Selling a part-time job as the major benefit

Cycle: Pros_ Rap.x Qual_ N&I FEBA x Clo H-0 DEP F-UP K/A Oth

Setting: Various

lange: lEG (p. 5 6  , par& 3 -, line 11 ) END (p. 61 , par& 8, line 32

11. CO)HUNICATION STRATEGIES

MUML]:l - Sells part-time Job, number 1, and change of pace, number 2. Also sells

local adventure and benefits.

2 - Knows what they're asking if they work at McDonald's, so then can compare

Army's such better pay for one weekend. Make as such as working all week at

McD's•

3 - Selling a quick, easy, fun way to make money. Opportunity to get away for a

short time.

4 - Training isn't a big thing.

RIElv: I - First find out if they're working, then offer part-time job and go into

comparison with present job.

2 - When they are interested in money, and he knows their N 1 1, he thinks about

what areas of training are available that will match their N & I.

3 - Get density lists of Jobs available every week. If they want something that

isn't available, lean them towards another area.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I i I I -
* I I I

I I I I
1. I I

+ 1 I
.I I I I2. __ __ __ __I __ _ _ _ _ _ _ _ _I __ _ _ _ _ _ _ _ _ _ _I ,__ _ _ __ _ _ I .__ _ __ _
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REPORT TYPE: PCW
I.D.: Coder z b b Z3 UKUO-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Kids like the thought of being part of a military organization while

they're still in school.

6 - If he can &et them thinking about money, then he can throw in all the

* other things on top of it.

7 - Most people have 2 or 3 areas of interest.

8 - Thinks many reserve recruiters get in trouble by selling specific jobs

that might not be available.

9 - Someone interested in MP's can get their needs met in MI.

10 - Someone interested in infantry wants to get dirty, excitement. They

can get that in combat engineer unit, which has many different jobs

within it.

RULE: 4 - Stays in constant contact during the week with the Active Station

Technician (AST) who can accept somebody into unit, guarantee a job

available, etc. so he doesn't have to wait for the weekend when the

station commander is there.

5 - If a job isn't available, go into a related area and compare.

6 - Once they're sold on the second field, stress the benefits of that

field. Then what they have to do to get there. Then do the infor=a:icn

packet.
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II. COiUNICATION PATTERNS

OVERVIEW: Describes what he actually sells to get Ps into the AR. Orders his priorities
with part-time work ahead of everything else. Also talks about staying

abreast of available Jobs with the AST at the reserve station, and how he
leans people in the direction of available Jobs related to their interests.
Nice examples of reframing interests and redefining units so they will be
sore attractive.

PREDICATE: Vis x Aud x Kin x Olf-Gus_ Uns x Specific__

STNTAZ/
SEMANTIC: I-Rx. I-QI._ I-C x I-A x I-E x P-C x Oth

PATTERNP OPERATOR TECHNICAI RESULT OR OUTCOM
COMMON

PATTERNS: UQ with C/FS, Challenges P "only" wanting one thing by changing
RE-D, C-EX frame size, redefining, counter-examples, etc.

C/U with MR "You don't want infantry, you really want excite-e.t."
-You don't want infantry, you want to get out."

C-LINK Links desires to specifics of jobs and fields, then ho,-"
he can Set these by joining. Creates a chain of though:s,
all within the framework of the job area he's prese.::.
Actually makes engineering sound as "glamorous" as

infantry.

PATTEPR. uPER.TOR TECHNICAL RESULT OR OUTCOME E -A-
UNIQUE
PAT RN S:
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REPORT TYPE: PCW

I.D.: Coder 2 S E SEQ 25 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON
PATTERNS: ORD# Acts as a suggestion for first thing to come to the

P's mind as well. Maintains rapport at the sane time,
while getting P to go internal.

("The first thing that comes to my mind...')

AD" "Elite" engineering unit - elite how? Makes it sound
glamorous.
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PROTOCOL CODING WORKSHET

1. BACKGROUND INFORiATION

I.D.: Coder 2 S E SEQ 26 CROSS-REF

Purpose: Things to be a successful R

Cycle: Pros_ Rap__ Qual_ N&I FEBA Clo_ B-0 DEP_ F-UP_ H/A x Oth

Setting: N/A

Range: BEG (p. 61 , para 10 , line 38) END (p. 66 , pars 8 line 24 )

II. COMMUICATION STRATEGIES

ULIEFZ: - Important to pay attention to detail in recruiter school. Even things that

seem unimportant.

2 - Learn regulations, the basic course.

3 - Know where to look for things when you don't know the answer - learn that

first. Know the 601-210 - it's the bible for Rs.

. - School is an ideal situation but it's going to be different in the field.

5 - You want the new Rs to be positive, ready to go, etc.

6 - They need to know product knowledge, be prepared for changes.

RU.E:

SALES DECISION DECISION

SZQUEDCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
- I I

I I S
I I I

1._______ I ____________

S I I I

2 ,I I I I3 , I I I
4I I _ _ _ _

3.I I l

I I I I

5 .I I

*II6. _ __ __ _
__ _ _ __ _ _ __ _ _ _ _ _ __ _ _ _ I __ _ _ _ _ _ _ _ _ _
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REPORT TYPE: PCW
I.D.: Coder z LLQ Zb CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 7 - Don't let an interview personally affect you if it doesn't go good.

8 - There's going to be a certain percentage of failure for each success,

recognize it.

9 - Do the best you can to where you feel good, not just minimum

standards.

10 - When you've accomplished what you're supposed to, stop, take a deep

breath and feel relaxed and then go in and make more. After you make

requirements everything seems easier.

11 - Don't let the pettiness bog you down.

12 - Do the best you can. It's more than what's required.

13 - Recruiting's a good field if you keep your self respect and remember

that you're a professional soldier, the cream of the crop or you wouldn't

be out here.

14 - Don't give your respect and your authority away when you're out in

the field.

15 - You make decisions. If you make them and you fail, it's your fault.

But don't get bogged down.

16 - Set your goals, work towards them.

17 - Do it your way, so that you're satisfied with yourself.

18 - Some recruiters learn ok in school but get out and start taking

short cuts, forgetting what they learned, and they get in a jam.

19 - Take the basics and adapt them to your personality.

20 - The most important thing is to do it your own way.

21 - It takes experimenting, and some time to figure out what's good and

what's bad.

22 - Accomplishing goals is a by-product of setting them.

23 - Four major things: 1) trust yourself, your style, 2) set goals to

accomplish, beyond what's required, 3) go for it, 4) have product

knowledge.

24 - Most people get bogged down with pettiness and never determine their

best style. They get into a vicious circle.
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PROTOCOL CODING VORSMEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 27 CROSS-REF 2E13

Purpose: Handling objectives

Cycle: Pros_ Rap__ Qual_ N&I FEBA_ Clo_ H-Ox DEP. F-UP K/A_ Oth

Setting: Office, phone

lane: BEG (p. 66 , para . , line 25. END (p. 74 , par& 2 , line 5.___)

II. COMMUNICATION STRATEGIES

SELIF:l - An objection means he hasn't explained his program well enough or given them

options.

2 - Joining the reserves doesn't put you behind in school. It actually puts you

ahead because of the other benefits and the opportunity to continue in school

and training.

3 - Basic training for females is geared for them. Has put in small women who

have done fine.

- Work up to the standards in basic.

RULE:

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

SI a l

1. a a a a
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REPORT TYPE: PCW
I.D.: Coder 2 S E SEQ 27 CROSS-REF 2E13

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Many women pay lots of..oney to get in shape in less adequate

programs, and break those programs - that won't happen in basic. This

one will set you in the best shape you've ever been in.

6 - If you flatter the women, it will help them believe they can handle

basic. Same with men.

7 - The things you learn in basic are valuable, and especially worthwhile

because you get paid to learn them.

8 - Believes there should be no objections, you're stupid if you don't

see how this viii help you.

9 - The Army is no different than lots of other maJor organizations in

the sense of having homosexuality as a problem (see SEQ 113).

OVERVIEW: as earlier (SEQ #13). Uses an incredible number of presuppositions, as

well as complex equivalences and MRs, to make negatives into positives,

to lead to good feelings, to link ideas, etc.
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111. COKiUTICATION PATTERNS

OVERVIEW: Lengthy passage on objections. Talks about objections Including being
behind in school, the difficulty of basic training, and how good Ps will feel
vhen they finish it. as well as the other values in it. Believes there are
no valid objections - the program is too good and everyone should want it.
Actually has a vision of the P coming back looking great and feelin g great
after basic. Sees the end result and describes it for the P. Reiterates
objection about women in the Army not really being women. Co=ents the sa-e

PDICTE: Via x Aud x Kin x Olf-Gus. Una x . Specific

srwz: l

SDIANTIC: I-R a I"Q1 I-C x I-A x I-E x P-C x Oth YB-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOM

PATTERNS: C-POST Sets up ability to change frame size and focus of the
objection.

IEG-COM Softens reality of problems.

C-LIN, Connects problems to solutions.

SD Leaves out how applicant will find solutions, answers.

ORD# Lists the order of events in chain in which process v-l:
go from objection to success in basic.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAY.P=
MliQUE

PATTERNS:
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REPORT TYPE: PCW

I.D.: Coder 2 S E SEQ 27 CROSS-REF 2E13

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMM4ON 1
PAT'ERNS: P with MR, CEQ Many uses. Presupposes future success based on past.

Presupposes maturity, which leads to success.
Softens objection by pointing out impossibility of
avoiding problem.
People's problems have nothing to do with Army -

separates Army from problems.
Presupposes importance of goals being higher than
objections.
Presupposes desires of kids, to look different, etc.

a Presupposes other kids doing nothing, joining the Army
sore worthwhile than that, gets you ahead.

o Presupposes kid can do it, since he guarantees it.
Presupposes basic is valuable since it is hard.
Basic sounds like torture, presupposes it isn't.
Presupposes qualify means quality.
Presupposes you want excitement, etc. if you want infantry
- sets up FEBA in available Job areas.
Presupposes it's valuable to be forced in basic, since you
couldn't do it otherwise - turns negative into postive.
Presupposes if people see you differently, you must be
better.
Presupposes you can only get these benefits in Army.
Presupposes you'll join by talking about what will happen
when you come back. As if frame.

Many more.

MF with M/W, C-EXl All used to make Ps believe basic will be ok.

C/FS with CU, CD Used to show you can't get away from problems.
Also to show women that they aren't in competition with
men in basic training.

RE-D Basic is to help you, not break you.
("These elements...') used to describe undesirables, tends
to distance people with problems from Army.

i/S Used throughout to point out that the problems aren't

with the Army, but with society. Basic geared toward
females. You won't be behind in school. Points out

fallacy of objections.

CHAINS Moves kid toward good feelings consistently, step by
step. Often redefines, points out reality, creates
relief, shows benefits, future paces.

YB-CON Accepts existence of problems but sets up to negate

their relative importance.
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PROTOCOL CODING VORISH]ET

I. BACKSROUND INFORMATION

I.D.: Coder 2 S E SEQ 28 CROSS-REF

Purpose: How to present to different groups, CAT levels, etc.

Cycle: Pros_ Rap_ Qual x N&11 FEA X Cia- H-0- DEP F-UP- M/A__ 0th

Setting: Phone, office

lange: BEG (p. 7 5 , pars 3i. line 9) END (p. 78 , pars 5., line 17 )

II. COMMUNICATION STRATEGIES

ELWZP:l - You don't want to mention programs if you know people are not qualified for

them.

2 - Lover CAT levels are easier because if you find a job they're qualified for

they'll take it. igher levels are more finicky. Lover categories already sold,

begging to get in.

3 - Recruiting for reserves means short time gains. Motivations of recruits are

different, e.g. excitement for a short time. Don't want to spend a long tine

away from home.

RUL.E: 1 - Avoid lower category levels. Recruit for quality, let the rest walk in the

door.

2 - Still sells everyone on a part-time job.

3 - The styles the same for selling, but different programs for different levels.

4 - Know what kind of group you're up against and prepare what you think will be

interesting and beneficial.

SALES DECISION DECISION
SEQUICE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

II i
* I I Ia a I I
* I I I

2. ______I + I __ _ _ ___I

I I I I
3. I I I__I I I I

__ _ _ _ _ _I __ _ _ _ _ _ _ _ _I __ _ _ _ _ _ _ _ _ _ _I __ _ _ _ __ _ _ _

I a a I1 -
I a IS. __ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ _ _ __ _ _ __ _ _

I I I
-I I a4

__ _ _ _ _ _ _ _ __ _ _ _ _ _ _ _ _ I I
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REPORT TYPE: PCW
I.D.: Coder 2 E SEQ 28 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 4 - Males vill make a decision on the spot more often. Women want to till

it over - they need more reimforcement.

5 - Middle age group, 26 and up, start to feel they need to make a

decision for the future. More readily make a decision. Probably have

already sold themselves. But they don't have a sense of urgency.

6 - For the younger group, it's the first bil decision they have ever

made.
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ROTOCOL LOG

Coder: 2 Subject: F

70 REF 1 CYCLE TOPIC

1 11(l) hLjap.NI, !Dealing vith kid and parents together

1471A,Clo 1
2 13(5) I re ' q. IWays of competing with other services

I IFEIA.Clo I

3 14(8) IFZIA./A Niotivation in selling, persistence

S 15(3) 1Pro9.3&Iliecontactips people. buyint motives, pickilng up signals

I IFERA I
5 16(2) 13-0 Iandling fear of basic

6 17(6) 'Pros. !Persistence

FZBA.Clo1

7 18(3) !Pros !Taking time and being direct vith kids vhen you need to

8 19(5) IRap .Ways of establishing rapport

9 113(3) 1Ra ,DEP. 'Haintaining rapport vith kids. including DEPs. kids in

IF-Vp !basic

10 113(11)!M/A 'Personal activators

11 '15(10)IH/A Ileliefs and strategies for self-motivation

12 118(1) IM/A IMaking lists of goals to stay motivated

13 !20(11):FERA hFEBA. even in tough areas - high income

14 121(12),Pros. 'Variety of techniques and goals for Pre-Q. N&I and FEL4

.. 5bIML7WTRA 11

15 1,24(9) !DE? IDEP management

16 125(l) !Pre-Q. jPushing kids to get in. noticing differences in kids

I N&I.Clo i

17 12(0) !Rap, lDistrustinsg people, finding their interests
- J ~Pre, lIS I .. ..

18 129(2) iapMEP IDEP msanageent

19 130(5) IN/A !Rules for self-motivation

20 131(13)12-0 lumndling objections to basic trainin

21 133(8) !Pros !Ares canvassil strategies

22 135(1) 11-0 I1-0, ostly fear

23 37(3) I IRAH-0 Presentation skills in H-0 primarily

24 138(9) IClo IKnovinz vhen/how to close

25 140(l) 1"/A handling burnout

26 ;42(5) IM/A The need for self-aotivation
I I I



PROTOCOL CODING WORXSUET

1. BACKGROUND INTORHATION

I.D.: Coder 2 S 7 SEQ I CROSS-REF

Purpose: Dealing with kid and parents together

Cycle: Pros Rap.x Qual_ N&I z FEA x Clo x V-0 DEP_ F-UP M/A Oth

Setting: some visit

Range: E (f -5 I par& .line I END (p. 3, pars 3. lite _15L. )

1. CONKUNICATION STRATEGIES

ZELIFl: - Sometimes you have to talk to the parents and Ignore the kid, even when

you're all together. If you convince the parents the kid will often go along.

2 - What they ask about most is what they're most interested In.

XMZTl: 1 - If you think there is a problem with the parents, go talk to them.

2 - Whatever they ask the most questions about is vhat you sell.

3 - If they lean forward they're Interested, backward they're bored.

4 - If you say it's time to leave, and they ask you to stay, it's a good sign.

SALES DECISION DECISION
MSIQENCI CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I i I I
*. S I I

2._________ _____________ I I
• + I

I I I I

3. I IiIII I-
,I I I I

._____I ! I I
SI I II

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I _ _

I I S II

6. I I I
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Ill. CO KUNICATION PATTERNS

OVERVIEW: Describes kid he had problems vith because the kid thought his parents
would object to service. Went to the home and talked with the parents,
Ignoring the kid for an hour and a half. Convinced the parents, and the
kid went along. Convinced the parents by selling college fund, found out
that the father had been in favor all along and that the mother was the only
problem. Once she was sold on the college money, that was it. At one point
be said it was time to leave, the mother asked him to stay and have coffee-

I"E CA.T: Via__ Aud_ Kin___ Olf-Gus_ Una Specific

SYNTAX/I
SZ1ATC: I-R_ I-Q__ 1-C__ I-A 1-. P-C__ th

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PA77IRNS:

PATTERN OPERATOR TEC1NICAL RESULT OR OUTCOME EX. LE

PA"T S:
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REPORT TYPE: PCW
I.D.: Coder 2 S F SEQ 1 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

OVERVIEW: that vas an important indicator to him.

__ __ _ /n9



PROTOCOL CODING WORISREET

I.D.: Coder 2 S F SEQ 2 CROSS-REF

Purpose: Ways of competing vith other services

Cycle: Pros_ Rap__ Qual x N&I FEBA x Clo x H-O DEP. F-UP M/A_ Oth

Setting: Office, phone

Range: MG (p. 3, par 5, line S) END (p. , A par& 2 line 20

I. COKMUN1CATION STRATEGIES

MIEZT:l - It's best to be honest vith someone, especially if you think the other

services are promising something they can't deliver.

2 - Sometimes someone's arades can suffer from outside reasons, but they can

still be intelligent.

RULE: 1 - Don't promise anything to someone before you know they're qualified for it.

2 - Tell them to go ahead and check the other services.

3 - Stay in contact, even after they say no.

SALES DECISION DECISION
UZQMDU : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I
I I I I

1 . _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ 4
I I I I

I I I I
II I I

3. __ _ __ _ _ __ _ _ _ _ _ _ _ .1_ _ _ _ __ _ _ _ _ _ _ _ _ _

I I I a+

I I I I

I I__ _ _ __ _ _ _ J I I__ _ _ _ _ _ __ _ _ _ _ _ _
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1I. COMKTNICATION PATTERNS

OVERVIEV: Describes a college woman who was looking at all the services, how the

others weren't honest with her. Finally got her by following up and

showing caring and honesty.

IJEDICAT9: Via_ Aud_ KIn_ Olf-Gus_.. Una Specific

SYNTAX/
SEMANTIC: I-R I-Q,_. I-C I-A I-E 1-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXATLE

UNIQUE 
I

PATTERNS:

IA2

I

I
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PROTOCOL CODING WORJ.SET

2. BACK ROUND nFORKATION

X.D.: Coder 2 S F SEQ 3 CROSS-REF

Purpose: Motivation in selling, persistence

Cycle: Pros Rap__ Qual_ i&I TEBA x Clo_ H-0 DEP_ F-Up_ K/A x Oth

Setting:

R ne: ,EG (p. 4, par&8 line 36) END (p. 5, pars, ie, )

I. CO MUNICATION STRATEGIES

x1 :1,ZV-I - Loves to help out people who need a ission, get extra points, and beat out

the other services.

2 - You can outsell the other services because of the available programs.

3 - Feels any kid he talks to is his until he can't work it anymore and the kid

is definitely turned off.

A - Would rather lose a few who are turned off to get the many who aren't.

iLE: 1 - Constantly resell what you have so they don't go to one of the other services.

SALES DECISION DECISION
SZQDCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

SI I I -
II I S

I I II
* I I I

I I S
.II

I I I I

4 I I
S I I I

I I I I

AI I I_ I_
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S F SEQ 4 CROSS-REF

Purpose: Recontacting people, getting buying motives, picking up signals

Cycle: Pros x Rap__ Qual_ N&I x FEBA x Clo 1-O DEP F-UP M/A Oth

Settle&:

Range: DEC (p. 5 ,pra 3 line 7) END (p. 6 pars 6 line 19 )

11. CONMUNICATION STRATEGIES

mIuLF:l - The more people you talk to the better.

2 - A lot of recruiters go off the deep end and don't catch the ultimate buying

motive.

3 - You can tell a lot from body motions, facial expressions, a little sm1-e, if

he leans forward, etc.

4 - Once you get your point across, a lot of questions become unimportant.

Sometimes they're just to get a response from you.

RULE: 1 - Talk to as many people as possible.

2 - Always recontact.

3 - Once you catch the ultimate buying motive, you should always work that the

most. Reiterate that time and again.

4 - Pay attention to body cues, etc.

5 - What they ask about most is what they're interested in. It always tells you

vhat the buying motive is, and their fears.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

A 2I II ~I _ _ _ _

20* I S I3IIII
I I 4

3.I I I I
- I I

II I
,II I I5. I I

I I I I
6. II

L I I__ _ _ _ _ _ __ _ _ _ _ _ _
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REPORT TYPE: PCW
I.D.: Coder 2 S F SEQ 4 CROSS-REF

BLOCK
DESCR PTION CONTINUATION

RULE: 6 - Don't let them ask questions just to get you to respond, don't give

them the response - offensive or defensive.

A-284



PROTOCOL CODING WORKSHM

2. BACKGROND INFORMATION

I.D.: Coder 2 S 7 SEQ 5 CROSS-REF

Purpose: Handling fear of basic

Cycle: Pros_ Rep_ Qual__ N&I FEBA_ Clo_ H-O x DEP_ F-UP M/A Oth

Setting: Field

Range: EG (p. 6 ,par 12 , line 32) END (p. 6, par& 2 , line 3)

11. CO UNICATION STRATEGIES

RU1[IZ7:l - If a question is Important, he'll keep asking it.

2 - A lot of guys ask about basic training because of fear.

RULE: 1 - Overcome some of the fear of basic by ignoring it to a point. If they come

back to it, say It isn't all that difficult.

2 - When you're on someone else's turf, don't give them the advantage. You take

it.

SALES DECISION DECISION
QUQKNCR: CYCLE STATE VER PRIMARY PATTERN STATE EXIT TEST

I I I I
* S I g
* I I I
*, I I I1.I 1 ,_ _ _ _ _ __ _ _ _ _ I I4 42. ' I

2.
I , I I 4

3. I S I I,I I 4 1
a I I I

40 I I I I

I I I II
S.I I I I'+ I 1 +

I S a I I

6. I I I I•I _ _ _ _ _ I _ _ _ _ _ _ _ I I _ _ ,1
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PROTOCOL CODING VORJSE T

2. BACKGROUND INFORIATION

1.D.: Coder 2 S F SEQ 6 CROSS-REF_

Purpose: Persistence

Cycle: Pros x Rap_ Qual_ N&I_ fEBA x Clo x 5-0 DEP_ F-UP M/A Oth

Setting:

Rane: EG (p. 7 par 6, line 10) ND (p. 7, pars 10, line 29)

I1. COMMUNICATION STRATEGIES

Bl.W:1 - A kid wouldn't have agreed to an appointment in the first place if he vasn't

Interested.

2 - If a kid gets a full scholarship you night as well hang it up. Unless the

kid really vants to go, or if you can convince the parents - then the kid will

ultimately go.

UL: 1 - Keep persisting.

2 - Show him vhat the program vll do. If It doesn't. be the first to ad=it It.

3 - The only time to give up is vhen the kid sets a scholarship to college.

SALES DECISION DECISION
UZQDC: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TESTI U S I --

U i S I
I I I IS. I I I

1. I I ,,I I
I I S I

2. U I I

6 .1
I I I I
*, I I I

!II I
*, S U I

5I I I I
5-III +

* I I I
6. J. _ _ _ _ _
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PROTOCOL CODING VORXSHE T

1. BACKGROUND INTORMATION

I.D.: Coder 2 S F SEQ 7 CROSS-REF

Purpose: Taking time and being direct vith kids vhen you need to

Cycle: Pros z lap__ Qual_ N&I__ VEBA Clo_ a-0_ DEP_ F-UP__ M/A__ Oth

Setting: Office, phone

Range: EC (p. 8 , pare 3 ,line 5 ) END (p. 9, par 3 ,line 12)

I. COMUNICATION STRATEGIES

ZELIZT=1 - Time heals all vounds. A long time means years and years.

2 - You may need to be dovnright rude and vulgar in some circumstances.

ILE: 1 - Be firm vhen you have to.

2 - Set the kid up for a change If that's what he needs.

3- When he makes the change, accept it, be friendly.

SALES DECISION DECISION
SEQDIIZ3: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I i I I - '

I. I I _ __ S _

I I S II
3 . • S I S I

II I I I

2.I I I I

55I , , i

5.
I S I I

6. _______ _________ I
6.A- 87
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I1. COMUNICATI1O PATTERNS

OVERVIZW: Describes case of a young man who was living on his parents welfare checks.
Re was asked to intervene by a social worker. le called the kid and chewed
him out, told him he was no good, and he didn't want to have anything to do

with him - but call him when he grows up. So the kid did, came in and
joined the Army.

7=DC4M: Vie x Aud x Kinz 01f-Gus___ Uns x Specific__

STNTAXI
SZ4hNTIC: 2-R_ I-Q _ I-C I-A z I-2 P-C z Oth AIF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
,OI'OlN
PATZEES: CEQ with AIF, Define4 the kid as lazy, and not worth his time, to set

RE-D, C/U up the presupposition below. Other motivations to get
his act together as well - such as telling him he didn,'t

want him In the Army. Set up a polarity response.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.W'YE
UNIQUE
JPATERS:

A-288
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REPORT TYPE: PCW

l.D.: Coder 2 S F SEQ 7 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATERNS: P with HF Used to future pace the kid calling later on - and at

the same time insure that the kid would really be ready
someday, and that would be vhen he called. Stated as an
afterthought, the last thing be mentioned - also the
most important.

("One other thqg, when you're ready to grow up, call me.")

Followed up when the kid came in, setting new frame in which
to deal easily.

("I guess you're ready.")
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V2DTDCOL CODING VDRKS

I. BACKGROUND IW JRKATIO

X.D.: Coder 2 S 7 SEQ 8 COSS-E __

Purpose: Ways of establishing rapport

Cycle: Pros_ Rapz Qual. i rEA1 Cio &-o DEP F-UP M/A__ Oth

Settling: Office

Range: EG (p. 9 par&._. _.,, .L...17) 5 t 1M (p. 12 ,para 3 line 9 )

11. COMM *CTION STRATEGIES

SELW:1 - e can coiunicste, bring things dovg to their level.

2 - Speaking to kids as you vould to troops von't work.

3 They have to find out you're a human being.

A - To be effective at communication you have to have good rapport.

5 - Kids cone in pretty tight, but you can see them loosen up.

6 - You have to get then to talk to you or you can't help them.

7 - If you have them pretend you are someone else, it may help them loosen up.

8 - If you get thez to understand vhy they have to talk to you, they rill.

RULE: I - You have to bring things down to the level of the kids you're talking with.

2 - Talk to them about problems, girl friends, etc. Make them see you as a

human being.

3 - You have to be quick - when you get a commitent, get then up there as

soon as possible, before they change their mind.

A - If kid isn't Loing to college, needs money, push money.

5 - Crack a few Jokes to get kids to loosen up, gain rapport.

6 - When they get more talkative, rapport is increased.

SALES DECISION DECISION
flQUUCz: CYCLE STATE ENTER PRIIH&RY PATTERN STATE EXIT TEST

• I I I I
I1 I S I
I I I I
I I I I1. __ _ __ _ 1. 1
I I I I

S I

_ _ _ I _ __ I I I4 __ _ _ __ _ _ _ II
"I I ,I I

5.I I I

l I I e
6. I lI I I
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IEPORT TYPE: PCW
I.D.: Coder 2 S F SEQ 8 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

RULE: 7 - Coment on situation If need be, to get kid to loosen up.

8 - Ask ho others set him to open up, suggest he think of recruiter as

someone kid is close to.

At
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111. COMMMN'ICATION PATTERNS

OVZKVIEV: Describes ways of getting and maintaining rapport. Joking with kids, talking
;9 thei r level, watching for them to loosen up, listening for them to get
sore talkative. Describes ineffective recruiter who would talk to kids like
they were troops, not personable enough. Mentions difficult kid to get
talking - meta-commented to open the kid up.

PREDICAUM: Visz Aud x Kin x Olf-Gus_ Uns x Specific_

STWZAZ/
SEMAIMC: -i 1x -Q1- I-C I-A z 1-E_ P-C x Oth AZ?

PA.TTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTERNS: P Always presumes he and kid are a team. In that frame
the quickness seems less pushy.

("Let's deal with this...get your physical, put you in
the Army.")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA WLE
UKIQU E

PATTRNS:
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tEFORT TYPE: PCW

I.D.: Coder 2 S F SEQ a CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
cyON I
PATUrBS: NO with P Meta-coment. Explained to kid that he had to talk or

they wouldn't get anywhere.

(You're not very talkative, are you?")

Tag question to elicit a quick answer. Says (presumes) -

(-You're not like this at home, are you?")

C-EX with P, Asks kid bow bis mon gets him out of his shell - wants to
AIF know vhat to do. Gets immediate answer and explanation.

Suggests kid pretend recruiter is his older brother.

CD Explained a program could be set up especially for that
kid - personalizes the process.
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PRDTOCOL ODING VOIiCSMT

2. BACKCROUW) INORMATION

I.D.: Coder 2 S F SEQ 9 CROSS-REF

Purpose: Maintaining rapport vith kids, including DEPS. kids in basic

Cycle: Pros_ Rapz Qu.l_ N&I . EBA__ Clo_ B .-0 DEP z F-UP x 1/A_ Oth

SettLng:

Uvae: EG (p. 13 , par3 lie6 EM (p. 13 par7, line 34 )

21. COWUNICATION STRATEGIES

Jm.W:1 - A kid wants you to like him, care about his. Ev*rybody wants to be liked.

2 - Once you show a kid that you do like him and care about him, he'll do more

things for you.

3 - A lot of parents don't spend as much time with their kids as they should -

get others to do it. Recruiter can do it.

'IDLE: 1 - Spend time with kids.

2 - Treat them like anybody else.

3 - Get kids to write when they're in basic. Can call drill sergeant if they

don't.

A - Contact parents while kid's in basic.

SALES DECISION DECISION
JSKQ Cz: CYCLE STATE ENCTER PRIA RY PATTERN STATE EXIT TEST

I I I I
I S a I

I-I I S I
1. I I __ _ _ _ _ _ _ _ _ _ _l__ _ _ _ _ _ _4. 1I I I I

* a S I
4. I l I

'II I S
I I I I4.. 4. I _ _ _ _ _

'I I I I

6. I I
L I _ _ _ _ _ _ I _ _ _ _ _ I _ _ _
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PROTOCOL CODING WORKSEET

!. BACKGROUND INFORMATION

l.D.: Coder 2 S F SEQ 10 CROSS-REF

Purpose: Personal motivators

Cycles Pros_ Rap__ Qual_ N&I__ ERA_ Clo 3-0 DEP_ F-UP_ M/A x Oth_

Sett Lu:
lauge: BEG (p. 13 , para 11 , line 42 ) END (p. 15 , par 2. , line 15)

II. C IOCUNICATION STRATEGIES

ZZL.ZK:l - Not satisfied vith just one thing.

2 - Doesn't vant to be there but still vants to to the best Job he can. Doesn't

vant to do a half-assed Job. Will shoot for the highest rank possible.

3 - Achieving recruiter's rank vill give hi: satisfaction that he did the best

he could do.

A - Making mission Is Just half-assed.

5 - Likes to hear someone tell him he did a damn good job. Likes avards, he's

greedy. Wants everything he can get.

iULE: 1 - Don't do a half-assed Job.

2 - Making mission is Just half-assed.

3 - Over produce at least one or tvo guys a month.

4 - Challenge other recruiters.

SALES DECISION DECISION
SIQUEMCZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I
I I a I
S S I I

2. I _ _ _ _ _

2. _ I I
a I I I

a0 I I
4I I II

5. _____ ____I

I I I I

6.
I I A- 5
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REPORT TYPE: PCW

I.D.: Coder 2 5 F SEQ 10 , CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - Likes to challenge other recruiters. If he gets beat out for

recruiter of the month or quarter, he gets pissed.

7 - Knows he's done a good Job vhen parents come In and thank him for

putting their sons in the Army.

8 - Knovs be'. done a good lob if be over produces one or tvo guys a

month. Goal is 11 or 12 people In a month.
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PROTOCOL CMJING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S F SEQ 11 CROSS-REF

Purpose: beliefs and strategies for self motivation

Cycle: Pros_ Rap_ Qual_ N&I_ FEBA Clo-, H-O DEP__ F-UP- M/A x Oth

setting:

Xarige: BEG (p. 15 , par& 10 , line 33 ) END (p. 17 , par 3 ,line 26)

1. CONHUNICATION STRATEGIES

ELIMF-1 - Wants something in his life. Needs excitement constantly. Likes the

challenge, likes to win.

2 - Gamesmanship and strategy lead to satisfaction.

3 - Knovs he could get out of the Army and make 15 times as much money, but he

likes the Army, so he'll do the best he can, even in a job he doesn't like.

4 - Likes the idea of retirement after 20 years. a check to fall back on no

matter what.

5 - Nobody's perfect, everyone makes mistakes.

RlLE: 1 - Satisfaction comes vhen you've von or at least made a tying effort.

2 - If you do nothing and don't care to, you'll be a loser.

3 - Don't be afraid to admit mistakes.

4 - Don't let the job get to you. If you need to go home, go home.

SALES DECISION DECISION
SXQDUCE: CYCLE STATE ENTER PRIKARY PATTERN STATE EXIT TEST

I I I I
S a I I

1. 5 a a,I 4 I
* I S

2.

3.I a

6..

A - 9 II I I

5. I II

a. I I a

,,__ _ I I I .1_ _ _ _
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REPORT T''PE: PCW
I.D.: Coder 2 S F SEQ 11 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - People vho strive for perfection all the time just aren't happy.
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Ill.. COMMUNICATION PATTERNS

OVEIVIEW: Long list of personal motivators. Also a brief mention of getting referrals
in a restaurant. Lots of coments about money, values, etc.

FlEDICATE: Via x Aud x Kin x Olf-Gus_ UUn z Specific

sTNTAI/

SmNTrC: 1-I_. I-Q I-c I-A_ I-E P-C Oth DBF, S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
CamOMM

PATTERNS: DBF with S-CON, Gives double bind to restaurant owner - says if he
R/S, IN doesn't want him to recruit his employees, he'll have

to pay them more. Gets restaurant manager to work with

him, give him referrals.

$

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLEVM~zQUE
PATTERNS:

A-9
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PROTOCOL CODING WORSHEET

I. SAMGROUND INFORMATION

I.D.: Coder 2 S F SEQ 12 CROSS-REF

Purpose: Making lists of goals to stay motivated

Cycle: Pros__ Rap_ Qual 3&I FE_ Co _ 3-0 DEP F-UP M/A x 0th

Setting:

Bamge: 3EG (p. 18 , para I line ) m (p. 18 , pra 1 line 10 )

2I. WO(UICATION STRATEGIES

UKLW7sl - Geoting one out of five kids you talk to would be real hard.

2 - After achieving rank in recruiting, there is nothing else for his to do

since he doesn't want to take over the station.

RUILE: 1 - Make a list of things you want to accomplish, and don't detract fro= it.

2 - Keep updating your goals.

SALES DECISION DEC IS ION
UENCE: CYCLE STATE ENTER PRMARY PATTERN STATE EXIT TESTSLSCS IO DECI SIO

1. __ __ __ I I I I '-
2. ________ I I I

* I I I

* S I

4. __ _ _ _ _ I__ _ _ _ _ _ _ 1 I__ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I _ _ _ _ _ _

*. I I 'I
5 I I I I

+ 1 I

6. 5 I I I
5.I!
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PROTOCOL CODING WORKSHEET

1. RACKGROUND INFORMATION

I.D.: Coder 2 S F SEQ 13 CROSS-REF

Purpose: FEBA, even in tough areas - high Income

Cycle: Pros_ Rap_ Qual_ N&I. PEBA x Clo B-0 DEP F-UP M/A_ Oth

Settn:

Range: EG (p. 20 , pare 11 , line 38 ) END (p. 21 . para 6 ,line 20 )

2I. COMMUNICATION STRATEGIES

WMNIW:l - If people In America have money, they don't think their kids need to go

into the service.

2 - A high income area, averaging over a hundred thousand a year, is really

tough to recruit in.

3 - If he had money, his son would go in the service first, to see what it was

like.

4 - It is still possible to sell a kid from a family with money.

5 - You have to find out what works by trial and error.

iLE: I - If a kid has money, sell him by comparing him to his dad and what he went

through.

2 - Don't be afraid to try anything as long as it's not illegal.

SALES DECISION DECISION
SEQUKID : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I I I -
I* I I
II I I
I* I I

I I I II
2. I I I

I I. I !
I. I I I

5.I I I I

I I I II

6. I I I II IA 0 1
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Ill. COMM UNICATION PATTERNS

OVU]VI: Talks about recruiting in high income areas, recruiting high income family
kids.

PREDICATE: Vi_ hud . in x Olf-Gus__ Unax Specific

s-rax/
SZMANTIC: I-.. I-Q_ I-C. I-Ax. I-Ex_ P-Cz_ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMEt9ON

PATTERNS: IEG-Q Forces kid to think of vhat he's presenting

ROC with AS Gets kid to think about how his dad was helped by
service, so he should follow along.

CONS Convinces kid that he may know how to have money but
not keep it - service will teach him skills.

OR Gives kid illusion of choice - either join the Army,
or get in trouble.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXLaPLE
UNIQUE I

PATTEW 5 :
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PROTOOL CODING VO XESET

I. IACKGROUND INFORKATION

l.D.: Coder 2 S F SEQ 14 CROSS-REF

Purpose: Variety of techniques and goals for Pre-Q, N&I and FEBA

Cycle: Proax Rap Qup__ u l N z ni nA z Clo a-0 DEP_ F-UP_ M/A_ Oth

Setting: Various

Rane: EG (p. 21 , par& 12 . line ) EN (p. 23 . par 5 line 17)

11. COMUNICATION STRATEGIES

IWLIF:1 - The SMAATTRESS technique is successful. Boring but successful.

2 - You can deviate from it a little but not too much.

3 - Spending time on the phone is ineffective. Get the appointment and get face

to face if you want to be effective.

4 - Spending ten minutes on an unqualified person isn't a waste if you have

back-up people to see, good time management.

5 - Anybody who won't talk to somebody who might not be qualified is stupid -

spend time with the kid and find out for sure.

NIBLE: 1 - Don't spend more than about 4 minutes on the phone. Get the appointment.

2 - Get people from the same area and make 3 or 4 appointments to manage your

time well.

3 - Couldn't care less over the phone about Pre-Q.

4 - Your objective in the appointment is to sell the Army. The money, the

programs, the college fund.

SALES DECISION DECISION
SEQUEKCK: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

-- a I ' a
I I I I
I I I I

SI I *

I II
I I I II

III II
2. _ _ _ _ _1-

I I I S
II I

I I I I
* I I I

5. I.

6.1 1 I
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REPORT TYPE: PCW
I.D.: Coder 2 S F SEQ 14 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF. 6 - The phone Is boring, spend as little time on It as possible.

7 - Without the money, programs, college fund, the Army would have a

tough time recruiting.

8 - In this area, sell college money. It Is such a poor area, most

people never had five thousand dollars before.
9 - Sell the kid vhat interests bin - once he's In he's going to like

it anyway. It's a seas to his goals.
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PROTOCOL cODIXG UORKS1EET

I. I.BCIGOUND INFORMATION

I.D.: Coder 2 S F SEQ 15 CROSS-REF

Purpose: DEP management

Cycle: Pros Rap- Qual__ 5&I_ nBA_ Clo_ 1-0 DEPx F-UP M/A__ Oth

Settis:.
Range: G (p. 24 , pars 9 ,line 38) END (p. 24 , pars 9 ,line 47)

II. CaGUNICATION STRATEGIES

SEL2IRP:1 - If a guy doesn't talk to his DEPs all the time he's going to have losses.

2 - Every recruiter has them, those that deny it lie.

3 - If you do vhat you are supposed to, folloving up, functions once a quarter,

take them to dinner, hold your own functions, give a shit, etc. y- ou'll do ok.

IULE:

S AIXS DECISION DECISION
SKQMUZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

-.
IAE DEISO DCISIO

1.I __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ __I I 4
2. I________ _____________ ________

I 1 II 4-

4. I

,S I - S i

5. '
4 4 I .1
a a I I

6. t I I II .3 5 I
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S F SEQ 16 CROSS-REF

Purpose: Pushing kids to get in, noticing differences, etc.

Cycle: Pros_ Rap_ Qual x * N6I x FEBA CIo2 H-- DEP F-UP_ H/A_ Oth

Setting:

Range: BEG (p. 25 , pars I line I..D (p. 27 , pars 4 line 16 )

I. COUNICATION STRATEGIES

W[LI:I - World experience is different between high school kids and college kids.

Materialism less for college.

2 - DEPers can tell you which kids are smart, and they will.

3 - Some schools can't put out a 3A, others are good.

4 - Doesn't like to make judgments on appearance because a kid may never have

been taught. Army can teach him. Can judAe partly on a kid who parts his hair

down the middle. Just because he's sloppy doesn't mean he don't care.

5 - Everyone has something good in him.

RULE: 1 - Get kids in as soon as possible - it vorks. Tell them the job might not

be there if they wait too long.

2 - Always be truthful with kids.

3 - Go through SMAATTIRESS with a kid with a high QT who knows what he wants.

4 - Spends more time with higher level kids because he'd rather recruit the=.

5 Use ASVAB and DEPers to pre-screen kids for you.

6 - Treat all kids as human beings. Treat 3A's a little different because there

is more available to them.

SALES DECISION DECI SION

SRQUMDCG: CYCLE STATE ENTER PRIMARY PJATERN STATE EXIT TEST
I I
I I I I
I S I I

I I

1. i ________I __________II

II I I

2. 1_ _ _ _ _ _ _
2 " I I - I

3.I I II I -

.4.I I•I I f I
a a I

I I I I

6. I I
AI I I6 I
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REPORT TYPE: PCW
I.D.: Coder 2 S F SEQ 16 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

RULE: 7 - Don't Judge on appearance.

8 - Look at the Army's overall perspective -hat you can use as a

* leader.

I -
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PROTOCOL CODINJG WORKSHEET

1. 3ACKGROUfD INFORMATION

I.D.: Coder 2 S F SEQ 17 COSS-REF_ _ _ _ _

Purpose: Distrusting people, finding their interests

Cycle: Pros__ Rap_1 Qual x W&I z FEBA_ Clo_ H-0 DEP P-UP_ H/A__ Oth

Setting: Office

Range: ]G (p. 28 , par I ,line1 ) EMD(p. 28 , para 7 ,line 37 )

II. CMOUNICATION STRATEGIES

3EIIF:1 - If you interrogate a kid, he'll think you think he's lying, and you won't

Zet anywhere.

2 - Recruiters make the mistake of thinking they have the buying motive, but

they sell the wrong thing. They need to ask more questions.

3 - You can find out what the kid wants by asking enough questions. Sometimes

by being direct.

W=L.: 1 - Distrusting everyone until they prove they're trustworthy and questioning

everything they say like it was an interrogation won't work. You can do it to

a degree but don't let the kid think you're doing it.

2 - Ask lots of questions, go to other things, make sure you have the dominant

buying motive. Cover it three times in the same area, then go to something else.

3 - If a kid comes into the station wanting the Army, you should get him. But

he needs that certain click. Find it.

. - Be direct if you have to - tell the kid to tell you what he wants.

SALES DECISION DECISION
SEQUUBCZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I iii i S

III I
III I

1e' I -I !2. '',

a , I

II I I
6SI I i

6. I S I
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REPORT TYPE: PCW
I.D.: Coder 2 S G SEQ 21 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - He was able to use street lingo in his former post - but he would

clean it up when he went into the schools, counselors offices, etc.

* 6 - In his present one, he has to be much more careful and articul&te

with his speech.

7 - There is a great deal of prejudice in his current area. He realized

he needed to be "vise and professional" now.

8 - Had no question that he would be successful.

9 - He's American first - if you can't do it here you can't do it any

place. He's providing a service.

10 - If you have the ability to communicate with someone else and show

them that you're really trying to help, they'll accept.

11 - Being courteous will get you respect.

A-309



PROTOCOL CODING VORKSKEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 22 CROSS-REF

Purpose: Establishing rapport by being professional and courteous

Cycle: Pros_ iRap Qual_ N&I FEBA Co Hi-0 DEP F-UP H/A Oth

Setting: Applicant's house

Range: DEG (p. 42 , par& 3 ,line 5 ) END (p. 43 , par& 7 ,line 22)

21. COOUNICATION STRATEGIES

3ZrLIEP:l - Be very polite to parents.

2 - It's something to have a family like that invite you to stay for dinner.

3 - It's best to avoid the issue of race in certain of these situations.

4 - In previous area, he could have thrown his tie and hat in the middle of the

street, and no one would have cared. Here it's different.

5 - In the South and Southeast, in rural areas, many of the older people served

In the Armed Forces, perhaps in Korea. They'll notice right away if you're out

of uniform. It's different in the city.

RULE: I - Avoid talking about race if It's a touchy issue in the area.

SALES DECISION DECISION
SEQUUCE: CYCLE STATE ENTER PRDMY PATTERN STATE EXIT TEST

i I S '
* I I1. I S I

IIII-
2. I I I

"" I I _ _ _ _'

4 I I
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6. I
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REPORT TYPE: PcW
I.D.: Coder 2 S G SEQ 22 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - Had more trouble establishing himself among his own race, blacks,

than vhites.

A-3 11



II. COK4UNlCATION PATTERNS

OVERVIEW: Describes a visit to the home of a kid and how he was very polite and careful
with the kid's parents. Very polite to parents, involved them right away.
Never brought up racial mixture of the Army - avoided the Issue altogether.
Compares that to other area he worked in in which things were much looser.

PRED1CATE: Vlsx Aud Kin Olf-Gus_ Uns x Specific

SE3ITIC: I-R_ I-Q x. I-C I-A z I-E P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMON
PATTiMS: P with NY Look forward to working vith parents to satisfy son's

* needs - presupposes they are all working for the same
goals, sets up his presentation, sets frame.

CEQ Army = a development company.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.XLE
UNIQUE
PATTERNS:

I I

IS
I
II

I

II
I
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PROTOCOL CODI., lOmlSKT

I. BACKGRU3UND IFORATION

X.D.- Coda 2 S C SEQ 23 _ _ __L__-__F

Purpose: Telephone techniques

Cycles Prosz ].apE Quwal Il , MA. CU~ M-0 DEP__ F-Up_ M/A__ Oth..

Setting: Phone

Range: 5EG (p. 43 , para 9 ,line27) (p. 48 , par 4 , line 29)

II. COKKMICATION STRATEGIES

IELI:I - Everyone hates the telephone - inc2uofl1 him.
2 - But the phone will make or break you.

3 - Se'd rather be speaking to a group - likes the visual contact.

4 - You can go miles an the phone quickif, wireas to actually drive around is

slower. Also saves time on Pre-Q.

5 - If you're cordial, you won't offend wnne.

6 - It's a confidence builder for nev Us to Tealize they have as much control

over the phone as the P they're talkin% zz. Most Is are afraid to use it.

]M1.E: 1 - Pre-Q on phone. Height, veight, 1m yriclations.

2 - Accept all objections and redefine. Be cordial.

SALES DECISION DECISION
SEQr Uz: CYCLE STATE ENTER PRI MM ?PATYENN STATE EXIT TEST

* I S I -
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III. COMMUNICATION PATTERNS

OVERVIEW: Role play of a typical phone prospecting call. Good rapport skills. Lots
of redefinitions and presuppositions to enhance rapport. Lots of MOs and
other things to create curiosity. Persistence as well. See below.

PREDICATE: Via it Aud z Kin x Olf-Gus___ Uns Specific__

SYNTAX/
SEMANTIC: -R x I--Q z. I-C I-Ax 1-. P-C x Oth TB-CON.PF.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMEcoMON I
PAITERNS: P vith MR, MO. Eandles objection before It is brought up

AWAIE, YB-CON allows him to ask questions vithin the frame
of understanding they're intrusiveness. All
softening techniques.

("Probably sounds rude...")

PF Accepts answers, tells about personal experiences
that are similar, asks questions to expand on
similarities. Restates zany answers.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXit'1LE
UNIQUE a
PATTERNS:
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REPORT TYPE: PCW

I.D.: Coder 2 S G SEQ 23 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

lATTEIIS: FP-CON Relates agreements and benefits to what they'll
talk about later, and other benefits.

CU Takes raising crops and expands up to importance
of farming, then to playing a role in the future of
the country.

CEQ vith A-OUT, Takes playing a role in the future into another way
IN to do it - by joining the Army.

C/FS with CD Mentions joining the Army as a "short period of time"
after which, he can come right back and continue. As
if It is hardly an interruption. Short compared to
what?

SD with N, MO, Lots of ways of being vague to create curiosity and
UV kid to agree to an Interview to get the answers.

P with RE-D Lots of presuppositions to keep rapport, show that
they are lookini for the same things. Two choice
close for appointment.
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REPORT TYPE: PCW
1.D.: Codet 2 S G SEQ 23 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

ii

OTHER: "P-CON
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PROTOCOL CODINC WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 24 CROSS-REF

Purpose: Quick techniques for getting N & I

Cycle: Pros__ Rap- Qual__ mi x FEBA Clo B-0 DEP_ F-UP__ /A_ Oth_

Setting:
nge: BEG (p. 48 , pare 6 ,.lue 32) END (p. 51 , para 3 ,line 8 )

II. COIMUNICATION STRAITEGIES

BELIEF:l - Giving a kid a hypothetical situation of anything be could have. he'll tell

you what interests him.

2 - A lot of times kids viii throw out false leads.

3 - Army can meet just about my needs, provided that the kid vii share them.

4 - You need to continually probe.

5 - People buy for different reasons, but if you get the contract, you hit the

right one.

iULE: 1 - Continually probe for N & I.

2 - If you get the contract.-you met the need.

SALES DECISION DECISION
SIQUZCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

2.l

- , , S I -
S S I S I

lo* I 6 I I1.SI I I I
_ _ _ _ _ _ _ _ I I +

3.I_ _ I I I I_____________________3"II I S
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*I S I
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2I1. COMMUNICATION PATTERNS

OVEIVIEW: Another role play of techniques for gathering N & I. Lots of language

] atterns demonstrated and commented on. Beliefs about getting Information
discussed also.

PREDICATE: Via x Aud x tin x Olf-Gus_ Uns X Specific_

SYNTAX/
SZIAJ IC: 1-R_ I-Q x I-C___ I-A x I- x. P-C x Oth S-CON, AIF,

PATTERN OPERATOR TECCHNICAL RESULT OR OUTCOME
ciMWN

PAT lRNS: M-4 with AIF S AZF suggesting kid could have anything he vanted.
Allows kid to let his Imagination run and gives

interests freely. Also uses the word "harvest"
in describing how the kid can get everything he
wants - related to farming, what the kid does.
Sets up the close.

SD Challenges deletions in kid's goals to get him to be
more specific.

C-POST Sets up fantasy of jumping out of plane.

PATTERN OPERATOR TEC?WICAL RESULT OR OUTCOME EXha ~LE
UNIQUE II -
PATTERN S:

A-318
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REPORT TYPE: FCW

I.D.: Coder 2 S G SEQ 24 CROSS-REF__

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON

PATTERNS- IP-CON Fantasy of Jumping from plane - highly kinesthetic.
Coments on experiencing and not just seeing -
Intereating. Forces kid to be associated in images.

5-CON Conditional close.

XO Create possibility, curiosity, motivation.

SCO-AM Ambiguity betveen literal meaning and just realize,
I i.e. agree.

("...realize your uind...")

h- 319



REPORT TYPE: PCW
I.D.: Coder 2S G SEQ 24 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

OTHER: 'P-CON
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PROTOCOL CODING VORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S G SEQ 25 CROSS-REP

purpose: Handling objections, including ones that come up after you have agreement

Cycle: Pro__ Rap_ Qual N&I FEBA_ Clo_ 3-0 x DEP. F-UP_ M/A Oth

Setting: Office , phone, etc.

Range: BEG (p. 51 , par& , line 10) END (p. 53 , para I line 40 )

II. COMMUNICATION STRATEGIES

3ELIE?:1 - You're not the only recruiter here. When he walks out the door, he's tot

a vhole lot of people trying to recruit him back where he was. You can prepare

him before he leaves.

2 - An objection means the kid needs more information.

3 - You're going to have objections in some form during an interview.

4 - A hard one to handle would be, "I am not joining...don't call me no more..."

5 - Handle objections with parents, peers, as systematically as with the kids.

ULE: 1 - If a guy gets cold, or refuses to comit, then you have to go back and

reprobe for the dominant buying motive.

2 - You must emphasize and instill in a guy the importance of Joining the

United States Army.

3 - Prepare a kid, before he leaves your office, for the peer pressure he's

going to get not to join. _ _....

4 - Talk to the people who are giving the kid a hard time if necessary.

SALES DECISION DECISION
SEQU31Z: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I _I _ I
r I I

l I I I2" 1
3. ,______ _ 1 1 ,1 1

t I. I I

.I , I. I I
I I t I

,_ _ ,_ I , I__ _ _ , _ _ _ _ _ I _ _ _ _ _ I _ _ _
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1II. COMMUN1CATION PATTERNS

OVERVIEW: Describes handling competition from peer pressure, reprobing for dominant
buying motive, handling objections. Tells kid how to handle friends when
they pressure the kid not to join. Long description of a woman who didn't
want her son to join. and his systematic reframes, redefinitions, pre-
Muppositions, and other language patterns to knock out each of her points.

P1E.DIC£Tf: Via x Aud x Kin x Olf-Gus___ Uns z Specific

SIANTIC: I-R _ I-Q__ I-C I-A x I-E P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
cOto40N

PATTRNS: AWARE Continually tells kid be "knows" vhat he should do,
bow important it is to his future, service to country,
etc.

IN with RE-D Tells kid he's a "little more man" than his friends

- motivates him to handle their criticism.

P Lots of presuppositions about kid and friends/peers,
all designed to get him into a framework where he can
handle the pressure.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAM'LE
UW1flQU£

PATTERNS:

IA3

I
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REPORT TYPE: PCW

1.D.: Coder 2 S G SEQ 25 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON

PATERNS: CU with CONS andling mother on phone, points out that if all
mothers (CU) felt that way, she wouldn't be experiencing
her freedom now (CONS).

IN with R/S, AS, Says what men in the Army are doing is allowing her son
C/FS, RE-D to finish high school. Tremendous guilt trip to motivate

her to think of the wider issues. Also suggests her son
give that same opportunity to others. Also his intentions
are only to show him some of the programs available.

(...is he too good to allow somebody that opportunity?")

V with UV Lots of vague language to allow her to fill in her own
pictures to feel guilty about. Also to sound more
philosophical.

AE-D Redefines killIng as peace keeping. No duress, free will.

A-OUT Gives several possible new outcomes that sound a lot
better, more palatable, than her objections.

P : Two choice close for interview - I could come out there
or you could bring him here.

i/S Reminds her that they haven't been involved in a major
conflict since 1972 - she can take that label and burn
it.
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PROTOCOL CODING nORXSKE 'T

1. BACKGROUJND INFORATION

I.D.: Coder 2 S G SEQ 26 CROSS-REF

Purpose: low to close

Cycle: Pros_ Rap_ Qual__ N&I_ FEBA_ Clo x B-0 DEP__ F-UP n M/A Oth

Setting: Anyvhere

Range: BEC (p. 53 .para 5 line 46 zND (p. 54, para l line 2 )

II. COM~fUNICATION STRATEGIES

IILTUP=i - Two-cholce close is good.

2 - Also telling his what you vant his to do.

]iI.E:

SALES DECISION DECISION
flQUUCz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I 6 I
I I S S
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Ill. COMMUNICATION PATTERNS

OVERVIEW: Describes two-choice close.

PREDICA3E: Via__ Aud Kin. Olf-Gus_.. Unst z Specific__

SYNTAh/
SMANTIC: I-R_ I-Q- I-C I-A z I-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
CmWOW

PATTERIS: P Each of these closes presupposes the kid agrees.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTEXXS:

IA3

I !
I!

I I
I
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PROTOCOL CODING VORZSKEET

1. BACKGROUND INFORPYATION

I.D.: Coder 2 S G SEQ 27 CROSS-REF

Purpose: landling DEPS, making sure not to lose them

Cycle: Pros_ Rap__ Qual N&I FEBA Clo a-0 DEP x F-UP K/A_ Oth

Setting: Everywhere

Range: EG (p. 54 , para 3 line-5 ) END (p. 57 . para 5 5 line 15)

21. COMINICATION STRATEGIES

ZKLIEF:l - Only medical reasons should be allowed as a DEP loss. You have to be

forceful with these kids. They work for you.

2 - DEPS are very Important. Believes he's a master at giving talks to people

to make them feel important. Many recruiters fail to do that.

3 - Very important for DEPs to stay in touch, come in. talk with him, etc.

4 - DEP's Job is to get referrals.

5 - Prefers dealing with the group to one on one. Get a feel for weapons, drill

toRether. march, etc. Could tell he had a good program when they got motivated.

RULE: 2 - Instill in them that you are the sergeant and they're the privates.

2 - Instill their importance into them.

3 - Make them come in, stay in touch. When he had his own, they had to call

every Monday. If they didn't he called on Tuesday.

4 - Make them get referrals.

5 - Get the kids a feel for weapons, drill together, march, etc. Also, help

going over high ,school lists, getting Teferrals. "Privates are to be used."

6 - Give things away at DEP functions for referrals, achievements, etc.

SALES DECISION DECISION
SlQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

a a - I

a a I a
II I a

t.I I I

4.4
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REPORT TYPE: PCW
I.D.: Coder72 S C SEQ Z7 CROSS-EF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - Doing these activities helps vhen they get to basic.

KULE: 7 - Don't let then set on a first name basis, they call Zou Sergeant,

you call the Private. go uatter what you do, let them knov you're

the boss.

A-3 27



Ill. COMMNICATION PATTERNS

OVERVIEW: Describes handling DEPs, being forceful, letting them know who's boss, etc.

?UEDIChME: Via x Audx Kinx Olf-Gus __ Una x Specific

SEMANTIC: I-R__ I-Q z I-C x I-A x I-E P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON Is'

PATERNS: CE with P, MO Ordering them to stay, the only way they leave Is if
be fires them, and he Isn't going to. Gives orders to
kids in the framework of what he =sat know about the=,
and how they will let him know.

CEQ with CONS Giving responsibility and defining it for the kids.

XF with R/S Reminds them that without them there wouldn't be an
Army. Gives a sense of greater importance.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.%LE
MfQUR i I

PA.TTERNS:
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PROTOCOL CODING WORXSHEET

1. SACKGROUND INFORMATION

I.D.: Coder 2 S G SEQ 28 CROSS-REF_

Purpose: Working vith guidance counselors, schools, getting referrals

Cycle: Pros z Rapz Qual__ N&I FEA__ Clo B-0 DEP_ F-UP_ M/A__ Oth

Setting: Schools

Range: UEG (p. 57 , par& 9 .line 20) END (p. 60 . par& I line )

11. COMMUNICATION STRATEGIES

WEIEI:l - There's not a guidance counselor out there that cannot be communicated vith
if it's done properly.

2 - Host recruiters do things, directly, that guidance counselors don't like.

3 - Counselors have a very deep sense that they are in control of the schools

- education, the future, is in their hands.

4 - One of the biggest mistakes a recruiter can do is go into a school with

poor personal hygiene. Another is make innuendoes, or get overly friendly vith

the school girls.

RUL1E: 1 - Treat school counselors very delicately.

2 - Don't be too friendly or make innuendoes to the girls.

3 - Don't conduct appointments in school. Just get name, addzess, phone, and

contact later.

4 - You have 1200 miles a month on your vehicle, and a nice credit card -

use it.

5 - Give a gift at the beginning and the end of the school year to the counselor.

SALES DECISION DEC ISION
SEQUM(z: CYCLE STATE EER PRIMARY PATTERN STATE EXIT TEST

* S 0 II I S S
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REPORT TYPE: PCW
I.D.: Coder 2 S G SEQ 28 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Recruiting in schools is a vaste of time, you shouldn't conduct

appointments in schools. School is for one purpose: to learn. Just

make the contact, get the name, address. and phone. and contact the kid

later. Vine times out of te, the teacher's going to be pissed if you

take a kid out of class.

6 - Wants to be on his own turf vhen conducting an interview.

7 - If you include the counselor in the total process, she will help

you. It vill get you more respect.

RULE: 6 - A new recruiter should be introduced to the guidance counselor by

the old one, and bring a lift.

7 - Always check with the counselors before you to running around the

school.

8 - Let thee know about appointments. Same with processing for enlist-

ment. Always Include the counselor in the total process.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INPORNATION

I.D.: Coder 2 S G SEQ 29 CROSS-REF

Purpose: Preparing kid for HEPS

Cycle: Pros_ Rap_ Qual_ N&I x FlEA Clo x 3-0- DEP_ F-UP__ M/A_ Oth

Settlx: Office

Rauge: BEG (p. 60 , par& 11 . line 18 ) END (p. 61 , par& 3 line 18 )

11. C1OfNICATION STRATEGIES

ZELMF:1 - You earn respect at MEPS by doing your job scrupulously.

2 - The NEPS counselors are there to help kide get in the Army, not keep them

out.

3 - Kid should only go if he gets vhat he wants.

UZLE: 1 - Don't send an applicant to MEPS in the frame of mind that he can conceal

anything. Let him know the counselors there are there to help him get in the

Army, not keep him out.

2 - Tell the kid not to go if they don't have vhat he wants, and to call him.

SALES DECISION DECISION
SIzQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
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Ill. COMMUN1CATION PATTERNS

OVERVIr: Describes the state of mind he wants to send kids to MEPS in. Also
demonstrates what he tells the kid before he sends him. Good, thoFough
description to future pace and prepare him for the experience. he lets
the kid know that the Counselor at HEPS is there to help him.

?TRICD. Vii x Audx Kina x Olf-Gu__ Uns z Specific

ZSZMu TIC: I-__ I-Qx_. I-C I-A x I-__ P-C- Oth TP-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON 1YAITKENS: P vith FP-CON 'Tells kid about MEPS GC's good Intentions, and what

will go on tbere. KEPS GC is ("cordial. laid back")
* the presupposition being that he Is safe and open
to what you want. Sets up his suggestion not to let
the CC force anything on him that he doesn't want.

CEQ HIPS GC - Your link between civillanship and the Army.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOM EXAMPLE
IQUEa

FATZE1S:

a a

I a
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PROTOCOL CODING VORISL T

1. BACKGROUND INFORMATION

I.D.: Coder 2 S G SEQ 30 CROSS-REF

Purpose: Getting kids to send letters back, and stay in touch after enlistment

Cycles Pros_ Rap__ Qual_ N&I FEBA Cio a-0 DEP__ F-UP x M/A__ Oth

SettLig:

Range: BEG (p. 61 , par& 7 , line 6) END (p. 63 , par& 6 , line 16 )

21. COMMIUNICATION STRATEGIES

ELZF:l - It's Important to get kids to stay in contact after they enlist.

2 - Believes the rapport comes from caring and sharing.

3 - May be the same kind of power over people that the Pope, or a minister

would have.

4 - Feels no guilt about putting people into jobs in the Army because he didn't

twist their arms. Gets a lot of thanks for his help.

RUL:

SALES DECISION DECISION
flW,;x(z: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- - IS I I g
S S S i

1. I__ _ _ _ __ _ _ _ _ _ _ 4 1 1,
.I t

S S S S I

* I S I I

4. I I t
4 I

S0 I I I S

I I S I I
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REPORT TYPE: PCW
l.D.: Coder 2 S G SEQ 30 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 5 - Would be very disappointed if they didn't contact him later.

Doesn't like to contact kids vhile they're in basic if he hasn't heard

from them because he feels they're having a hard enough time.
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PROTOCOL CODING VORKSUEET

2. BACKGROUND INFORMATION

I.D.: Coder 2 S G SEQ 31 CROSS-EF

Purpose: To fill kid in on vhat basic training vill be like before he goes

Cycle: Pros Rap_ Qual_ N&I_ FEBA__ Clo x H-- DEP. F-UP K/A__ Oth

Settimn:

Range: BEG (p. 63 , par& 10 , line 24 ) E (p. 64 , par , line 7 )

21. COMUNICATION STRATEGIES

BKLWF:1 - Basic is tough.

2 - It is only important to do the best you can.

3 - Expects to hear from/about kids vhile they're In basic.

4 - You have to give them direction and guidance.

RULE: 1 - Prepare the kids to leave for basic.

2 - Gives the little talk and poem at the last DEP function.

SALES DECISION DECISION
SKQUDMC: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- - I I - II S I II
* I I I
* I 0 I

2. I I
I I I

1 I 1
.I I I II

4.I I U II
I II

""I I I I5.SI I II
* I

.I I I I
6.I I I I
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III. COKUICATION PATTERNS

OVERVIEW: Describes preparing kids for basic training. Recites the poem/metaphor
he &Ives them as an added pep talk.

PREDZCATI: Via z Aud z in x Olf-Gus__ Uns x Specific

swrl/
]SUNTIC: I-i I-Q- x. -C I-A x X-E P-C x Oth YB-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTERMS: NF with YB-CON Sets framevork that it will be difficult, but the
kid can do it.

P with MO Tells kid what he expects from him, what he can do,
all in a positive framework. Knows they ('are doing
their best.')

M-4 Give nice poem about doing their best - good
motivator

PATTERN OPERATOR TECHM ICAL RESULT OR OUTCOME EXA-_LE
WIVEUNIQU!

PATTILNS:
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INTORMATION

I.D.: Coder 2 S G SEQ 32 CROSS-REF

Purpose: Beliefs about DEPs and follow-up, getting referrals from enlisted personnel

Cycle: Pros__ lap__ Qual_ N&I FEBA_ Clo 1-0 DEP x F-UP x M/A_ Oth

Setting:

Range: BEG (p. 64 , par&5 line 15 ) END (p. 65 , para 4 line 26 )

21. COMUNICATION STRATEGIES

WMIX:I - If he doesn't get a letter once or twice a week from a kid he's enlisted,

he doesn't think he's doing his Job. Not enough rapport.

2 - Rapport leads to lover DEP loss.

3 - When that guy comes back he's going to be a benefit to me.

4 - IRA - Individual Recruiting Account - guys bringing in other guys.

IMA: I - Teach kids responsibility nov, before they get to basic.

2 - Help kids with their dependents, getting ID cards, etc.

3 - Treat the recruiting cycle as a long cycle.

SALES DECISION DECISION
SE(QJiC: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I II-
, , I I
* I I III I I II

1. I I I I
,I I I I

I II2. __ _ __ _ __ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ __

IoII
I II3. __ _ _ _ __ _ _ __ _ _ __ _ _ _ _ _ _ _ __ _ _ _ _ __ _ _ _

.I .
oI I

6..
I I I II I I g6. I ,I I I
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PROTOCOL CODING VORKS EET

1. BACKGROUND IFOR.ATION

I.D.: Coder 2 S G SEQ 33 CROSS-EF

Purpose: Time management

Cycle: Pros__ Rap__ Qual__ N&I FZJ.h Clo 9-0 W__ F-UP M/A x Oth

Settiag: Zveryvhere

Range: UEG (p. 65 , par& 6 ,line 28 i E (p. 66 ,par 1. line 3. )

11. COMMUlICATION STRATEGIES

MLMZI:l - Time management is one of the uost Important things.

2 - If you stick with your planning guide, and do vhat you have scheduled,

you'll save yourself time tomorrow.

3 - Station commander is like a band director, trying to help you make sveet

music.

4 - If you don't plan time for your family, someone Is going to suffer.

5 - It doesn't take 16 hours a day to be an effective recruiter. Quality

not quantity.

RULE: 1 - Prepare long term and short term goals.

2 - Keep planning guide up to date. Start at the beginning of the day and stick

with it.

3 - Call people one day, and one hour ahead of appointments, to avoid wasting

trips

4 - Plan time for your daily interface with the station colander.

5 - Plan time for your family.

SALES DECISION DECISION
SEQUgMCt: CYCLE STATE ENCTER ?RLhATY PATTEN STATE EXIT TEST

I a a a
I I a l
I I I a
*. I a I

1. S , I

2. ,-__ _I , _ _A-33

4I I a a

IlI a

_ _ _ _ _ _ _ _ _ I _ _ _ _ _ _ __ _ _ __ _ _ _
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- - - -- - - - -- - -

PROTOCOL CODING WORK. EET

1. BACKGROUND INFO MATION

Lb. : Coder 2 S G S Q CROSS-REF

?rpae: Time management in prospecting

Cycle: Pros x lap__ Qual_ &I_ FRA_ Clo__ H-O__ DEP_ F-UP_ M/A x Oth

Setting: Everywhere

Range: BEG (p. 66 . par* _ 5 line 37) END (p. 67 . par& 1 line 4 )

11. COIMUNICATION4 STRATEGIES

ZELZ]W:l - Time management takes planning.

R.=1: 1 - When you go out to an area, try to arrange something so you pick up more

than one appointment. Knock on doors of people you don't have phone numbers for

as long as you're out there.

2 - Always keep a certain @mount of RPI's so you can post the area while you're

out there. K~eep the racks neat.

3 - Go in a few stores, do a little politicking, put up a few posters.

SALES DECISION DECISION
SEQVEICz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

II ,

2 . , , , ,II
Ii I

3.I IIII *1

3. , ,I I I
I I4. I I

6. II
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RiPORT TYPE: PCW
I.D.: Coder 2 S G SE 34 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

RVLE: 4 - Before you leave an area call-your station commander and let him

know where you are and where you're soing. 7here might be some call-in$

you can pick up on the vay.

5 - Don't schedule appointments too close together. Use the time in

between to canvas, knock on doors etc.

6 - Monthly, program tine to visit your ISe, keep them abreast of

current changes.

7 - Long range, schedule ASVABs, people to contact, etc.

8 - Hake sure your planning guide is legible so if youtre out someone

can fill in for you and knov what you're sulposed to be doing.
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PROTOCOL LOG

Coder: 2 Subject: H

P# 1 REF I CYCLE TOPIC

1 !1(6) Il/A 'Personal motivation

2 13(8) IM/A IMaintaining satisfaction in recruits through F-Up

3 15(3) IDEP IDEP management

4 I5(5) !Rap, Bis attitude, especially toward Pre-Q and its importance

I IPre-Q.M/AI

5 18(3) IR*P,DEP IDEP management, autual respect

6 111(5) IN41 )What kids are interested in, combat arms

7 112(7) IPros.DEP iProsiecting vith DEPs

8 115(3) IPros.DEP IDEPs. prospecting - helping out at fairs, etc.

120(2) Jap Iliow to rain rapport vith strangerr

- :21(2) 1M/A !Maintaining M/A despite circumstances

11 124(8) IRap.DEP. IKeeping DEPs motivated, prepared

I M/A

12 !25(4) !Pros 'Using publicity - the Golden Knights

13 126(5) !ProsRap,!Competing with Air Force recruiter

I IN&FEBA I
14 :27(9) Pros.,ap.Dealing vith girls and the different approaches

DEP,M/A

15 130(3) !Clo 'Unusual methods of closing

16 !33(6) IClo.H-O !H-O. mosting procrastination

17 1,37(3) Iw-'I.FEM ISelling the Army. benefits

18 140(1) IProsRap.'IGoes through the recruiting cycle

I INIFEA0

19 141(7) IRP sEstablishing rapport

20 143(3) !N&I.FEA IUsing Join, fSMATTRESS, finding interests, etc.

21 146(5) !Clo.R-O ISpecific closing techniques, especially around procras-

I I Itination
22 151(2) IClo IPreparing kid for MEPS

23 158(9) IDEP Handling DIP&, getting referrals frou them

24 163(13)'Rapfl7A IRap and FlA with poeople, or relatives of P vith prior

IsTervice
25 165(4) I /A ICharacteristics necessary to maintain a good attitude

26 170(9) IPros.RapIRapport and Approach to finding interests

27 173(1) !RgM/A lRapport. positivity
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FPOTOCOL LOG

Coder: 2 Subject: H

P# ! REF I CYCLE TOPIC

28 174(6) !Pros. 'School prospecting

'Pre-Q 1
29 176(l) !Pros.1/A !Maintaining attitude, prospecting

30 :60(S) iros ,Giving speeches for prospecting

31 181(6) !Pr*-Q IPre-Q on the phone

32 182(4) IM/A ITime sanagesent, bandling demands of job. H/A

33 185(3) 1ProsRap,IField prospecting, rapport, attitude, characteristics for

I :M/A :success

34 188(3) tM/A !Hore characteristics for success

35 191(4) tM/A Rolling vith the punches

36 !92(5) !Rap Establishing rapport

37 :94(l) 1FEBA.H/A !Doing homework for presentations. FEMA

38 197(2) 11/A !Different approaches in different tovns

39 !98(11)!Pros, IMore Pre-Q and Pros techniques, phone

IPre- Q

40 :102(10!H-O !Handling objections

41 :105(5)IProsDEP.IF-Up, service after the sale

42 1108(7)!ProsRap !Prospecting vith school counselors

43 '109(5),FEEA,Clo IClosing. selling to different categories

I A 3
a a ai

I I S

* I a

I ! I

I S I

* I I

a I a

I I aa S I

a * a
* a a

I ,, ,.I i | A -3,4,



PROTOCOL COD1IG VORUSRET

1. 1ACKGROUNI INFORMATION

I.D.: Coder 2 S H SEQ I CROSS-REF

"oa: Personal motivators

Cycle: Pros_ ap_ Qual_ II 1M., Clo_ _ -0 DE__ F-UP_ I/A x Oth

-ttiag:

Range: BEG (. I par& ,6 line ) Z (p. 2 ,par& 3 , line _)

11. COMflJNICATION STRATEGIES

ZIKVL:l - Getting promoted is revarding.

2 - Ivery day things are also satisfting.

3 - Not satisfied when he goes hose and hasn't accomplished something.

4 - Getting questioned by "head shed" about a bad day makes it worse.

5 - Can kick himself "in the butt" to get going vhen he has to - due to his
"self-pride."

6 - Feels he needs constant training to learn new things.

RULE:

SALES DECISION DECISION
UQUUC: CYCLE STATE ENTER PRIhARY PATTERN STATE EXIT TEST

I I I
* I S

*. I
, 1 I I2. _________ '____________ I
, I I

3.__ I _ _II I 'I4. 5 I I I
I I

II S S
5. 5 I I '

_________ S ___________ ______________ I _____________S________
II II

6. S ' '
6.*
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PROTOCOL CODING VORKSHEET

2. BACKGROUND INFORMATION

X.D.: Coder 2 S H SEQ 2 CROSS-REF

Purpose: Maintaining satisfaction in recruits through F-Up.

Cycle: roo_ Rap__ Qual_ N61 VEBA Clo_ 3-0- DEP_ V-UP x H/A x Oth-

Setting: Various

eange: BEC (p. . pars 8 , line_ ) END (p. 5 par& I line )

I. COMUNICATION STRATEGIES

ZELWXF:l - Service after the sale.

2 - Only contact while kid is in basic is through parents.

3 - To be asked to be in someone's vedding is a real sign of appreciation.

4 - Satisfaction comes from knowing he's done & good job without saying join,

join. join.

DMt.I: 1 - Call mom and dad about two weeks after kid leaves for basic.

2 - If you are involved in a wedding or some important event for one of your

recruits, get publicity, newspaper, etc.

SALES DECISION DECISION

=QUNCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

IA-34 SI £

1. I S
__,._ __ _ __ _ _ __ _ _ _ U _ _ _ _ _ _ _ _ _ _I_ _ _ _ _ _ _ _ _ _ _ _ _

* I S2._________I _____________I ________________ ____________ _______
T. I I

* I S

7 I 7
I S I

6.I II
_____________ I __________________ ________________________ __________________ I ____________

T 34



111. COMMUNICATION PATTERNS

OVEVUV:

?REDIC&U: Vis Aud x Kin Olf-Gus___ Uns_ Specific x

SYnrTAX
SKIANTIC: I-I_ I-Q__ 1-C I-A a I-_ P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
-mI

PATTZRNS: P Tvo-choice - strong suggestion for kid to appreciate
enlistment to avoid conflict.

("thank me or punch me in the face")

CONS To girl friend to get her to leave kid along'while in
basic -- refocuses her attention from her ovn feelings
to welfare of boy friend.

("You're going to get his in trouble...")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.LE
'UNIQUE
PATT RIS:

I-3

I

I

I

*-34
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PROTOCOL CODING VORIZL.SET

2. IACKGROUND INFORMATION

L.D.: Coder 2 S H SEQ 3 CROSS-REF

Purpose: DEP management

Cycle: Pros Rap__ Qual_ N&I_ flEA_ CIO 9-0 DEP x F-UP M/A_ Oth

Setting: Various

Range: BIG (p. 5 par& 3 line ) END (p. 5 ,par& 3 line )

21. COMfUNICATION STRATEGIES

ZELM17:1 - gave to look out for DEP#, help them whenever they need it, even two in the

morning if they're too drunk to drive.

2 - These things come back in the form of good viii and referrals.

3 - You can valk out in the community and do a survey asking people about him

or the Marine recruiter and find out which one is better.

ZUL: I - Give all DEPs home phone, have them call collect whenever they need to. if

they're too drunk to drive, or whatever.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I

2. I I I I

346 I
I I 1 I

T I
a, a a S

.II I __ _ _ _ _ _ _I _ _ _ _ _
T r I
I I 1 I

T I 1 I
SI S I

I S I I
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PROTOCOL CODING VORSEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S H SEQ . CROSS-REF

Purpose: Ris attitude, especially toward Pre-Q and its importance

Cycle: Pros_ Rapz Qual x &lI_ YZEA CIO .-0- DEP F-UP M/A x Oth

Settixg: Office

Range: BIG (p. 5 para line ) END (p. , para , line_

11. COMMUNICATION STRATEGIES

IUL]:l - What's in recruiting for him is faster promotion and the ability to build

an Army the vay he sees it.

2 - We got enough "dirt bags" in the Army - criminals, low mentality . non-HMS

gads, etc. Look at kids closely before you get them to join.

3 - You may have to work with people you enlist, so sake sure you would want to.

4 - If you catch a kid in a lie, he may be lying about other things as well.

5 - When they threaten the kid with a $10,000 fine at the IPS they may get

information from him you didn't. It's a good thing.

RULE: I - Don't put everyone in the Army, just those who are worthvhile.

2 - Don't put in anyone you wouldn't vant to work with.

3 - Tell kids you von't lie to them and they won't lie to you.

4 - If a kid lies he's a dirt bag. He may lie agaim. You have to be careful.

5 - Don't waste time on kids who lie to you.

6 - Know the people you ut in, bc on a first name basis - though the kids

won't use it, out of respect.

SALES DECISION DECISION

UQUMCE: CYCLE STATE INTER PI RI PATTERN STATE EXIT TEST
II l I

I I I'

2. I I I _

I I I
3. ______ ________i __________ _____________
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-AT TYPE: PCW
J.: Coder 2 S H SEQ 4 CROSS-__EF

BLOCK
DESCRIPTION CONTINUATION

3ELI F: 6 - If you tell kids to hold back inforsation when they get to IEPS

it's zoing to catch up vith you.
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I1. COMMUNICATION PATTERNS

OV ERVIEW: Describes his ways of getting kids ta. &pen p and be truthful, as well as
his strong opinions on honesty.

PIDICAIU: Vis_ _ d xx Kim Olf-Gus__ W__ peaific

KnRUzI
sWtNT1C: I-R_ I-Q- 1-C" 1-A Ia 7.-C__ Oth

PATTERN OPERATOR TECHN7. WL'T OR OUTCOME
0:MON

PATrEM: C-LINK Iuplies/suggest Ud 6211 be truthful helping out with
Pre-Q. Also "bhwmks: ice - rapport.

("I Von'r tIle. .. r Yom sm, °Z...

PATTERN OPERATOR TECHNZC. ESMT OR OUTCOME EXAMPLE
UNIQUE
PATIZRNS:

IA3

a
a
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PROTOCOL CODING WORKSHEET

2. ZACKGROUND INFORMATION

I.D.: Coder 2 S H SEQ 5 CROSS-REF

Purpose: DEP management, mutual respect

Cycle: Pros_ Rap-x Qual_ N1& FZEA_ Clo__ B-O DEP x F-UP_ H/A_ Oth

Settiug: Various

lange: EG (p. 8 par& 3 line ) END (p. 11 . par& 3 , line

11. COMUNICATION STRATEGIES

SELIE3:1 - It's ok for DEPs to use your first name though they never do.

2 - You have to earn respect, it starts with rapport on the first phone call.

3 - Ten years ago a recruiter was the biggest liar in the world. But the Army

has turned that around with the guarantees, college fund, etc. New respect

for recruiters is enhanced by word of south.

4 - Giving kids tasks helps them feel a part of the Army. Like they have to do

their jobs.

5 - If they bring their friends in, it means you're doing your job.

RULE: I - Treat people with respect frot the first contact.

2 - Call DEPs by last name, as they would be called by drill sergeants. March

then and drill them the same as drill sergeants.

3 - Have the help out in the office, clean up, etc.. after parties.

SALES DECISION DECISION
ISQUENCI: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I. I I '
I Iia I

2. I a
SA I -35

_ __. _ _ _ _ _ I _ _ _ _ _ _ _ _ _ _ _ _

II I _ _ _ _
_ _ _ I _ __ _ __ I _ _ _ _

II I I I

5.I I I '
I .

5l I I I S

I I II

I IS
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REPORT TYPE: PCW
I.D.: Coder 2 S H SEQ 5 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 6 - He'll never have a DEP loss because of apathy.

A-351



PROTOCOL CODING VORJIU ET

1. BACKGROUND INFORMSATION

I.D.: Coder 2 S H SEQ 6 CROSS- __EF

Purpose: What kids are interested in, combat arms

Cycle: Pros_ Rap__ Qual_ 1I x FERA_ Clo 9-0_ DEP_ F-UP_ M/A_ Oth

setting:

Range: BEG (p. 11 . para , line ) M (p. 12 . par& 5 ,lne

I. COMUNICATION STILATEGIES

XELZW:l - Main attraction of combat arms Ls bonus and college fund, either-or.

2 - College kids coning in sometimes want a tvo-year break, belp with loans.

other educational benefits.

3 - lie (and others) could do anything for a short period, even if he didn't like

it. for the benefits.

4 - Two kinds of kids in his area: 3A's or they're dumber than dirt - very

little in between.

SALES DECISI N DECISION
SEQUENCE: CYCLE STATE ENTER ?RDARY PATTERN STATE EXIT TEST- - -I "I I I -

I I II

1_I I _ I2. I__ _ _ _ __ _ _ _ _ _ _ __ _ _ _ _ _ _ _ _ __ _ _ _ _ _ _ I _ _ _ _ _

6.II T
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PROTOCOL CODING VORSNEET

1. ACKGROUND INFORMATION

I.D.: Coder 2 S R SEQ 7 CROSS-REF

Purpose: Prospecting with DEPs

Cycle: Pros z Rap__ Qual_ 94I FlEA_ Clo B-0 DP_ x F-UP_ K/A_ Oth

setting: Various

Range: BEG (p. 12. , par& 7 , line ) END (p. 15. para 1 line )

II. COMMUNICATION STRATEGIES

ZELIHY:1 - DEP activities are very important.

2 - It's good to teach kids stuff in relaxed atmosphere before they actually

ship out. They learn better. Helps them get a sense of the Army and vhat it's

like. Gets them ahead of others in basic.

3 - Feels his DEPs are about 2 reeks ahead of others in basic.

4 - Getting his kids ahead helps his career as well.

RULE: 1 - Call up DEPs and get them together to play ball or other things.

2 - Teach kids vhatever is available from handling weapons to filing, posting

regulations. marching , etc. Have them practice in front of a mirror if

appropriate. Teach them to use the computer.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

II I I

2. 1- I g

4.I I I I

I I I I4. _________ 1 ____________I_______________ I tT. I I I

I I 1
S.I I '
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REPORT TYPE: PCW

1.D.: Coder 2 S li EQ 7 CROSS-REF

BLOCK
DE SCRIPTI ON CONTI NUATI ON

BELIEF: 5 - Sometimes letting his DEPs work the JOIN for their friends is more

effective than him doing it - then he can just follow up vith them

later. Other kids can check the DPI racks, etc.

6 - You can belp a kid out by giving him a letter to take to basic

training to have his serteant add to his file. A letter from a sergeant.

vhen you're a private' seans something -- can build toward a promotion.

A-3 54



II. COMMUNICATION PATTERNS

OVERVIEW: Description of how he teaches DEPs to do certain things and gets them
ahead of others in basic training. He teaches them office procedures.
how to use the computer, marching, weapons, and gives them tasks such as
handling the RI racks. distributing information at school, etc.

PREDICATE: Via___ Ad tin Olf-Gus_ Uns x Specific

STWTAX/
ShNTIC: I-R z I-Q I-C I-A z I-2 P-C_ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTIRNS: SD vith UV. MY Vague statements open up whatever the recruiter wants
to suggest, setting large frame for hin to teach kids
in. Nov do this task.

("Someday you're going to learn something...")

P Keeps it light so they can learn in a relaxed way.

("Play with the computer...")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA1PLE
unqu a
PATTERNS:
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ROTOCOL CODING VORKSHEET

1. BACKGROUND INFORiATION

I.D.: Coder 2 S B SEQ 8 CROSS-REF

Purpoe: DE?. prospecting - belping out at Lairs, etc.

Cycle: Proe x Rap_ Qual_ 31- VERA- Cio 1-0 DE I- Up. M/A_ Oth

Setting: Various

ftnge: BIG (p. 15 . para 3_ line ) IND (p. 19 , par& 7 line )

11. COMMUNICATION STRATEGIZS

LELXZU:l - It's good to use DEPs to help out vhen you can't do everything yourself --

like at fairs for ?R. Manning booths in shifts.

2 - It's important to get as such exposure as possible.

3 - Little notes on cards can help with restaurant people to get interest,

waiters, waitresses, etc. If it only vorks one out of 500 times it's worth it.

4 - He's basically a country boy so he can deal with farmers real veil.

RULE: 1 - Get DEPs to help out at PR functions. Man booths, run JOIN machine, work

in shifts, etc.

2 - When you go out at night, it can help to wear dress uniform, leave cards,

-tc. in restaurants. Leave notes on back of cards to get interest.

3 - Anything to get exposure. Walk around town. go in shops on a nice day, etc.

Go to parks, bring a change of clothes to play ball&, etc.

4 - Do something new every week.

SALES DECISION DECISION
,UQUII : CYCLE STATE ENTER fImARY PATTERN STATE EXIT TEST
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I11. COMMUNICATION PATTERNS

OVEV=: Describes DEPs helping out at annual fair, using Golden Knights as publicity
for comunity. other community involvement. Got him about three months
worth of referrals. Also has used Army band. MP teams, heavy construction
equipment, etc. for PR.

PnRDICAU: Vis, And Kin__ Olf-Gus_,_ Uns x Specific

STM/l
SUO&MTIC: I-RI I-Q- I-C I-A_._ 1-2_ P-C . Oth S-CON

PATTERN OPERATOR TECHNICAL RFSULT OR OUTCOME
COON

TATUBJRS: S-CON with SD, P On back of cards left notes for vaitresses/vaiters in
restaurants. Peaks interest.

("If you want an $8000 bonus, call me.")

RE-D Redirects waitress to think about Army when she asks
if she can help him. Makes a light introduction,
prevents tension.

(",.. you can help by joining the Army.")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PA= lENS:

A-357
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

:.D.: Coder 2 S H SEQ 9 CROSS-REF

Prpose: Nov to gain rapport vith strangers

Cycle: Pros_ Ra px Quil_ IW. FlrA_ Clo H-0 DEP__ F-Up_ /A_ Oth

Setting: Out in field

Range: BIG (p. 2  , para 2 , line ) END (p. 20 . par* 6 line

2I. COMMUNICATION STRATEGIES

XZLIWF:l - Just striking up a conversation vith farmers about what they're doing.

iplanting, ploving, milking, or vhatever, gains rapport. Talking about the

veather is relevant to them.

2 - Thinks it's easy to deal with farmers because he was one.

3 - if he were transferred to some place like New York, it vould be hard to

communicate at first, but in about a month be could do it. Knows he can adapt.

RVLE: 1 - Talk about things relevant to the people you talk vith.

2 - Adapt to the different kinds of people you meet.

SALES DECISION DECISION
UQUNC3: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
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PROTOCOL CODING WOUSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 10 CROSS-REF

Purpose: Maintain H/A despite circumstances

Cycle: Pros__ lap_ Qual__ NlI FBA_. CIO a-0 DEP_ F-UP_ H/A x 0th

Setting:

Range: BIG (p. 2 1  . par& 2 , line ) END (p. 23 para 3 line )

II. COMMUNICATION STRATEGIES

NILW:I - Tising of your activities is important. A lot of phone first, set up lots

of appointments one week, then do them, then get guys to the PEPS, etc.

2 - Best thing USAPEC could do is give his a station way off of mission - he

could only go up.

3 - People come first. Points vill come later by themselves. Doesn't really

care about the ring and gold badge. They're nice, but not that important.

4 - Is working to see the Army be the Way he wants it, develop the Army of to-

morrow. Commission wouldn't mean anything either.

RULE:

SALES DECISION DECISION
SZQUCz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
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REPORT TYPE: PCW

1.D.: Coder 2 S H SEQ 10 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: S - letter to siss an award than jeopardize integrity.

A-360



PROTOCOL CODING WORKSHEET

2. BACKGROUND INFORKATION

I.D.: Coder 2 S H SEQ 11 CROSS-REF

Purpose: Keeping DEPs notivated, prepared

Cycle: Pros_ lapx Qual_ W&I_ FER-__ Clo._ .-0 DP z F-UP_ K/A x Oth

Setting: Various

Range: BEG (p. 24 , para 8 ,line ) END (p. 25 . para 2 ,line )

I. CGOMUNICATION STRATEGIES

NIL.IF:l -Looks for education, dedicated, motivated, positive kids vith integrity.

RULE: 1 - When kids are about to go to basic, give then the essage. "Don't let the

bastards get you down."

2 - Keep in contact with DEPs all the time.

3 - Takes then out to dinner before they leave for basic - clears up last

minute questions.

SALES DECISION DECISION
5EQUKC: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST-- I I l-
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Ill. CO9MnMICATION PATTER lS

O@ZRVKW: Describes general ideas about preparing DEPs right before they leave.

including case of a kid who he thought would fail but graduated at the top

Tf his class.

PREDIC02: Vi. Aud_ Kim 01f-G s_ Uns T Specific___

SDAmTIC: I--_ I-Q__. I-C_ I-Az I-2_ ___ Oth

PATTERRN OPERATOR TEClHNICAL UESULT OR UTCOME
cIOI

PATIERKS: P Challenge to the kid to straighten up. presupposes

he isn't capable.

('You're going to be back on the street...")

PATTERN OPERATOR 7CHN7CA.]. RESULT OR OUTCOE EXAYIE

PATTZRIS:

A-36
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PROTOCOL CODING VORISHEET

1. 3ACKGROUND INFORMATION

I.D.: Coder 2 S a SEQ, 12 CROSS-REF

Pusrpose: Using publicity - the Golden Knights

Cycle: Pros x Rap_ Qual__ NI__ FlB_ Clo_ H-0 DEP_ F-UP_ M/A_ Oth

Setting: Amual fair

Range: BEG (p. 25. para 4 line ) Ei (p. 26 . para 3 , line

II. COMUNICATION STRATEGIES

BELIZF:l - 1his kind of publicity vill bring the Arsy into a comunity like nothing

else.

2 - The Army isn't a bunch of baby killers, Sunfighters. You have to let people

knov that.

S=LES DECISION DECISION
BRQUINC: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
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111. COHMNICATION PATTERNS

OVERVIEW: Describes going about organizing for Golden Knights, and the response he
got. People got a different view of the Army as a result of this kind
of publicity.

PRIDICATI: Via Aud Kin Olf-Gua Uns a Specific

vmNWi
SEMUT'JC: I-..._ I-.Qx I-C I-A I-]_ P-C z oth

PATTERN OPERATOR TECUNICAL RESULT OR OUTCOME
COMMON
PATIZRXS: CEQ vith C/D Equates job of Golden Knights vith his job as a

recruiter - i.e. sends a message that everyone's job
is important and focuses on recruiting. Everyone
in the Army has a job s aome interesting. This breaks
the stereotypes.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME XA. T t.
UNIQUE
PAT3I1NS:
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PROTOCOL CODING WOKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S H SEQ 13 CROSS-EF

Perpose: Coupeting vith Air Force recruiter

Cycle: Pros x Iap. Qual_ N&I x FEBA x Clo_ H-O. DIP_ F-UP_ H/A- Oth

Settizg: Applicant's house

Range: BEG (p. 26 . par& 5 line ) END (p. 27 . pars 1 line

11. COMMUNICATION STRATEGIES

]LWLXRF:l - Shoving people the contract gives an edge over the other services.

2 - Two year enlistment is another advantage.

3RM.: 1 - Don't give up just because someone says they are not interested.

SALES DECISION DECISION

SxQU3Cz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
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21I. COHUNICATION PATTERNS

OVI V : Story of the first person he recruited. A girl who wasn't interested, but
be drove by her house and saw the Air Force recruiter there so he pursued
her. Won over the Air Force because he was able to show her the contract.

IDICAT': Vi _ And_ Kin Olf-Gus_.. Una_ Specific

SEDANT'C: I-R_ I-Q___ I-C I-A I- P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
VNIQUE
ZATTERS:

A-366
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

.ID.: Coder 2 S H SEQ 14 CROSS-REF

Purpose: Dealing with girls and the different approaches

Cycle: Pro$ a Rap x Qual__ N&I FEBA_ Clo B-O DIP x V-UP l/A x Oth

Setting: Various

Rage: BG (p. 27 , par& 9 line ) END (p. 28 , par 1 line

II. CtMHUNICATION STRATEGIES

]UfILIUF:! - gave to refocus a lot of your vords when talking to a girl - can't say

some of the things you'd say to a guy.

2 - It can help to take & DEP along on interviews.

3 - Recruiter's wife can help out in office, and other ways.

lUlJ: 1 - Get to know family of DEP real well.

SALES DECISION DECISION
SZQUENC1: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
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PROTOCOL CODING VORKSK ELT

1. IACKGROUND INFORMATION

X.D.: Coder 2 S H SEQ 15 CROSS-_IF

Puzpose: Unusual sethods of closing

Cycle: ros lap__ Qual__ N&I_ n A_ lo x H-0 DEP_ F-UP_ ,/A_ Oth__

Setting: Office, kid's home. several telephone techniques also

Ugs e: BEG (p. 30 , par& 3 ,line.) El (p. 32 , par& 5 ,lne._.._)

1I. CM(NUICATION STRATEGIES

IUMW:l - Soetines you have to do something outrageous to set the close.

2 - Sometimes it is good to push kids through quickly.

3 - You can feel if a kid is ready, or needs to be pushed.

2=lL: I - Make the kid feel special if you vant to push the close a little. If you

can Let him to join on the spot it can be vorth it.

2 - ABC - always be closing.

SALES DECISION DECISION
SrQU3CZ: CYCLE STATE ENTER PRIMARY PATMIN STATE EXIT TEST
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211. COMMUNICATION PATTERNS

OVElRVym: Describes outrageous behavior designed to get close. Calling station
comander at 1:00 a.m. to check on availability of openings, to look like
he's taking special seasures for the kid. Other examples of giving kid
a "last chance" opportukity, etc.

PRZ9DICATE: Via Aud_ Kin Olf-cus.__ Uns x Specific

IDIIC: I-i__ I-Q_ I-C_ I-A_ I-2 P-C_ 0th S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATERNS: S-CON Sets up close - conditional close.

("If I could ... would you?")

P Two-choice closes.

("'hen you gonna join?")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTZERNS:
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PROTOCOL CODING WORKSHEET

2. BACKGROUND IIORMATION

I.D.: Coder 2 S V SEQ 16 CROSS-REF

Purpose: 3-0. mostly procrastination

Cycle: lros_ Rap__Qual_ &I_ EA__ Co_ x H-0 x DEP__ -UP_ /A_ Oth

Setting: Various, office mostly

lange: BEG (p. 33 . par 6 , line ) END (p. 37 , par&l line

I1. COMMUNICATION STRATEGIES

ELIMI:l - If kids are RS graduates their DEP usually lasts 30-60 days, not a vhole

year. It vould be tough to keep the. in DEP longer than that if they have

already graduated.

2 - Have to get kids to move on things or they may not have the same

opportunities later.

3 - Kids may need some time to think about their decision, they're young, don't

know what they want to do.

iULE: I - Push the kid a bit if he is just procrastinating.

2 - Never pound on the desk. order an applicant to join. etc.

3 - Answer objections as directly as possible.

4 - If a kid finishes the interview and has no objections but vants to think

about it for a couple of veeks, it's ok. Call after about three days just to

check in, but don't ask him to join yes (not on everyone do you do this). With

a tough sale, do it and set up another appointment to talk about new things if

possible.

SALES DECISION DECISION
SIQIICI: CYCLE STATE ENTER PRIMIARY PATTERN STATE EXIT TEST
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REPORT TYPE: PCW

I.D.: Coder 2 £ H SQ 16 CROSS-REY

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 . - If you ask a 17-year-old why they're going to college they usually

don't knov the answer.

1 5 - A lot of recruiters don't ask "why" when a kid says be's going to

college.

6 - College isn't more worthvhile to life than the Army.

RDLE: 1 5 - Ask a 17-year-old why they're zoing to college - they usually don't

I know the answer.

6 - Keep contacting kids even after they say no. Every couple of weeks,

every sonth.

7 - Do your homevork. If you don't knov all the facts, check them and

then call back and make your presentation to the kid.

I,!

!~



III. COMMUNICATION PATTERNS

OVERVIIV: Lengthy discussion of objections. Handling procrastination with directness
and changing of frame sizes. Lots of UV's.

IUDIC&: Vie Aud Kin Of-Gus_.. Uns x Specific___

KYTALL
S,,E,,IC: I-i I-Q__ I-C_ -A I-2 x P-C a Oth S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COHMON

PA77RKS: CU with ES Implies Army if smaller version of life - i.e. if you
procrastinate on this you'll continue on things for
"the rest of your life." Direct challenge to do somet-hing
now.

C/D with RS Shows " indows" of opportunity for enlistment, giving
kid idea that he should make choices within smaller time
frames to get what he wants. Also disputes need for
college by saying it is only necessary in "certain ways
of life."

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMFLE
U7NIQUE I

JPATTXRNS:
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REPORT TYPE: VCW

I.D.: Coder 2 S E SEQ 16 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOMEcawou I'
FATUMRS: Mf with RS I Same as above, setting frame sizes to suit situation.

I Also points out constraints of Army system.

C-POST vith I Conditional closes to handle objection/procrastination.
S-CON. P. C/FS Forces kid to re-evaluate time frames.

('at's the difference betveen 60 days and 30 days ...
or even 152")

UV Lots of UV's to keep things general enough for flexibility
probably. Also sounds more official such of the time.

A
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PROTOCOL CODING VOUKSBZET

1. BACKGROUND INFORMATION

X.D.: Coder 2 S 8 SQ 7 CROSS-REF

Purpose: Selling the Arzy, benefits

Cycle: Pros ap_ Qual_ l&I a FEBA z Clo_ B-- DP_ 7-UP_ M/A_ Oth

Setiag: Various

Range: IG (p. 37 , par 3. line ) EM (p. 39 . par . line )

11. CGOMUNICATION STRATEGIES

32LW][7=l - It's important to sell the whole Army, not just a job.

2 - When kids sake the appointment, it seans they have thought about the service

at one time or another, serving his country.

3 - If you pin a kid down with only two choices, he'll either stop you with an

objection, or agree to go.

AMuz: 1 - Sell the Army, not just a job.

2 - Don't sell a length of time, just describe them, then respond to the kid

from there.

3 - Tell kids about the educational benefits, opportunities, recreation, right

down to the libraries.

4 - Ask first if they've thought about serving their country. Probe what it

seans to them.

5 - Talk to kid all the way down to IPS to prevent Q1E.

SALES DECISION DECISION
UQOECI: CYCLE STATE ENTER PRIMARY PATTRN STATE E IT TEST
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111. COMMUNICATION PATTERNS

OVIRVM: Discussion about FEBA and reframing kid's desires, redefining service to
country, hy to join the Aray, etc.

PUtDZCTU: Via- Aud Kin Olf-Gus Una x x Specific

SMUATMC: 1-R z -Q-1. I-C I-Ax I _-E P-C z Oth S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
coMeMoN I
PATTrNS: S-CON, vith MO, Shows kid bow he "must" have already thought about

RE-D. C-EX service to country, whether he thought of it that way
or not.

P with C/D Presupposes the kid wants to join and for specific
reasons. Also, two-choice closes.

("Why don't you join the Army for what you want to join
it for?")

N with SD Finds out what "service" means to kid.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATMERS:
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PROTCOL CODING VORESHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S v SEQ 18 CROSS-REF

Purpose: Goes through the recruiting cycle

Cycle: Pros a PapE Qual__ &ILx FEBA z Clo__ 8-0 DEp F-UP_ M/A Oth

settiea: Various

,agge: BEG (p. 40 para 1 , line. ) END (p. 41 . par& 3 . line

I. CO MUNICATION STRATEGIES

]UZW:1 - Don't have to identify yourself specifically as an Army recruiter when

calling collese kids - they already know that.

2 - If you present the college fund the way you're taught in the school, it will

take all day.

3 - Believes he's real good on the phone.

PIM-: 1 - Treat every kid different depending on needs.

2 - Start with a few yes-no questions.

3 - Don't introduce the college fund the way they tell you in the school. Be

short, sweet, and to the point. Then two-choice close for appointment.

3 - Always save a fey things to discuss in the appointment - don't tell them

everything on the phone.

SALES DECISION DECISION

SZMClQ : CYCLE STATE ENTER PRIKARY PATTERN STATE EXIT TE.ST
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PROTOCOL CODING VORKSHEET

1. IACKGROUND IKFOR ATION

I.D.: Coder 2 8 1 SEQ 19 CROSS-EF

Purpose: Istablishins rapport

Cycle: Pros_ Repz Qual_M II FEAR Clo_ _ i-0 DEIP F-UP__ /A_ Oth

Setting: Various

lange: BEG (p. 41 . para 7 line E ND(p. 43 . para I line )

I1. COMNICATION STRATEGIES

51.=F:1 - Thinks he Let, rapport on the phone before they even cone in.

2 - If a kid ansavers your questions real quick, is real responsive, you have

good rapport. Voice pitches are a clue. Asking others to be quiet so he can

hear on the phone, turns off the radio behind his. etc. Talking a little louder

is also a clue that rapport is established.

IULZ: I - Never gets up vhen someone cones in until he makes sure they are in the

right place. Then Let right up and shake his hand.

2 - If a kid ansvers your questions real quick, is real responsive, you have

good rapport.

3 - Skips around in the interviev to try out the kid, maintain rapport.

SALES DECISION DECISION
BzQUECZ: CYCLE STATE ENTER PIRARY PATTERN STATE EXIT TEST
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PROTOCOL CODING VORK.S HUT

2. BACKGROUND INFORMATION

I.D.: Coder 2 5 . SEQ 20 CROSS-REF

Purpose: Using JOIN. SMAATTRESS, finding interests, inc.

Cycle: Pros__ Rap_ Qual_ EI z fEA x Cio__ 3-0_ DEP__ 7-U_ H/A__ Ot

setting: Office

ae: EG (p. 43 , pra 3 line ) IND (p. 6 . par& 3__2 , ,line._..)

1. CC(UNICATION STRATEGIES

3rLWP*:l - JOIN is a good tool. Also SMAATTUSS.

2 - Army can always be favorably co!mared to business, other areas of life.

RULE: 1 - Use SMAATTRSS to find top three interests, prioritize them, probe a little

bit, take notes, sometimes show the video on each one.

2 - Always show the college fund video if education is important.

'3 - Never shows the service to country video -- explains that himself.

4 - Personalize presentations, use whatever visuals you need.

5 - Asks kids what SMATTRESS points mean to the kid to tailor presentation.

SALES DECISION DECISION
UQTEC: CYL-SAE NE PIMARY PATTERN STATE EXIT TEST
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III. COMMUNICATION PATTERNS

OVERVUrV: Gives several good examples of how he tailors his presentation of benefits
to kids. Talks about vhich videos he uses, using SMAATTRESS .etc.

VZEDICATR: Via Aud_ Kin Olf-Cus- Una z Specif ic.

Sn 'rrIC: I-R. I-Q__ X-C__ I-A_, I-__ 1.-C x th

PATTERN OPERATOR "ECHNICAL RESULT OR OUTCOMECO1BION
PATflRZS: C/D Chunks down to most important needs and interests.

N with SD Finds out what "service," "money," "job satisfaction,"
etc. means to kid, Allows him to tailor his presentation.

CU with M-4, Compares Army rank structure to advancement in any other
R/S business. Also says the president didn't start out that

way, he started as an actor. Same pattern bud adds a
little humor to soften. Uses the clock as a visual aid
in explaining rank structure.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA.P1.

PAT=lRNS:

A-379
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REPORT TYPE: PCW

1.D.: Coder 2 S H SEQ 20 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
coV I
PA"TflRS: C-POST I Sets up polarity response so he can find out what job

satisfaction means to kid.

I ("...is that what it means to you?")I
C-POST with NF, I Sets frame of both of then being intelligent people.
N-4 which allows him to demand. and elicits intelligent

I ansvers. Says kid would be able to answer these
questions in ES. so he should nov. Challenges
intelligence.

R/S with C/D Believes in "partying and soldiering" but 'you can't
do both." Gives kid a sense of priorities and
responsibilities. Sets up discussion of recreation that
is available in Army.

A-380



PROTOCOL CODING WORESHEET

1. IACKGROUND INFORM.ATION

I.D.: Coder 2 IS 8 Uq 21 CROSS-_EF

Pmrpose: Sp:ific closing techniques. especially aTound procrastination

Cycle: Pros_ Rap__ Qua._ 3l&I FlEA Clo z 9-0 WP F-UP 1,/A_ oth

ettling: Various

RAM*: IG (p. 46 para, 5. line. ) 2 (p. 50 .para. 9_..._o line

II. COIUNICATION STRATEGIES

ZLF:l - Doesn't like to pressure - prefers ently utaed vo-choice close.

2 - It's tood to get the kid to join tight after tb' test, set up as part of

the close.

3 - Kids will have better chance of getting the job they want if they don't vait

too long to join.

lME: I - Use the test for a "kill" to close, if approprate.

2 - Don't just give the test. Get the close first.

3 - Before the kid leaves, get something from him, the close if possible. Get

birth certificate.s .s. card, school j.d., etc.

4 - Keep talking Army all the vay to the HEPS.

SALES DECISIC DECISION
qCmCZ: CYCLE STATE ENTER PR.IY TATErR STATE EXIT TESTI I II
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11. COWUNICATION PATTERNS

OVEIVIM: Describes using test as a closing device. Always gets something from the
kid vhen he closes, a *.s. card, birth certificate, or something. It forces
the kid to come back so he can follow up on the close, especially if the kid
has second thoughts. Several demonstrations of handling procrast.nation.

7= =9IDIC : Via- Aud_ Kin Olf-Gus__ Uns x Specific

ZDWITIC: I-__ I-Q- I-C I-A x -_ _ P-C z oth

PATTERN OPERATOR "ECHNICAL IESULT OR OUTCOME
cat'oow

PATTERXS: P Two-choice closes.

C/D with R/S Costs the taxpayers, my tax money, to give test --
prevents kid from just taking test to see how he does,

* gives him a sense of its importance. Ohunks down time
sequence as well.

CE Leverage for a quick decision.

("The longer you vait, the less the jobs are.")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPL1E

PATrEWN:a

A-3I

* a
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IEPORT TYPE: Pcw

I.D.: Coder 2 S E SE 2 CROSS-REF_______________

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PAT7URNS: A-OUT :Points ouit that if they wait to join after they
graduaate. they will be in a different category, mot
I sflexible.

A

ItI
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PROTOCOL CODING WORSHEET

1. BACKGROUND INFORATION

I.D.: Coder 2 S R SEQ 22 CROSS-REF

lurpose: Preparing kid for MEPS

Cycle: Pros- Rap_ Qual_ &I_ fBA Clo z 1-0 DEP_ 7-UP_ K/A_ Oth

setting: Office

Ruge: RIG (p. 51. para 2 line. ) IND (p. 58 . para 6. line )

21. CMOWUNICATION STRATEGIES

3I132I:1 - Kids need to have physical forms/problems carefully explained to them.

2 - The best vay to get through the physical is to keep your mouth abut. Doctor's

job at MEPS is to find something vrong to disqualify kid.

3 - If you brief the kid you can prevent him from getting a "brain cramp" when

he gets to the floor, and disqualifying himself needlessly.

4 - A kid can do vhatever he wants at MEPS. read all the contracts, have

pictures taken. etc.

RULE: I - Have kid fill out pre-screen first -- pointing out any questions that he

might have to answer yes to (physical).

2 - If physical problems aren't verified by doctor, they aren't important/real.

I.e. just because mom said so doesn't make it real - only doctor can verify

problems.

3 - Brief kid on way down to HEPS on anything special he has to be aware of

makes notes ahead of time on each kid.

SALES DECISION DECISION
UIUqCI: CYCLE STATE ENTER PRMARY PATTERN STATE EXIT TEST

A-38 I

I I
I I I
F I

2. ,- ---- , ... ___,
3. 1 J I

I I I

i II I I
6. I I I
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REPORT TYPE: PCW
I.D.: Coder 2 S H SEQ 22 CROSS-REF

BLOCK
1ESCRIPTION CONTINUATION

BELIEF: .5 - Guidance counselors at HEPS are good guys, but they are under & lot

of pressure, especially time. So you should warn the kids about that

I before they so dovn.
I

RULE: I 4 - Use any tricks you need to get kid to be thorough vith his infora-

J tion. Including usina another recruiter to help brief him separately.

Scare tactics if necessary.

5 - Give detailed description of MEPS procedures before they to down.

I Tell them to get in the front of the line vhen possible so the process

won't take quite so long.

6 - Tell kids not to join if they don't get what they want.

I

I



II1. COMMUNICATION PATTERNS

0VZRVX]V: Lengthy description of hoy he prepares kids for going to MPS. Makes sure
they have no physically disqualifying problems. Uses little tricks to get
then to confess to thinas, or sake sure they have nothing to hide. Often
bas another recruiter brief kid as veil. Fills then in on the procedures
at NEPS.

?DICAX: Vis_ Aud z tin Olf-Gus___ Us Specific___

sTUTJX /
S IAITC: I-R3 I-Q___ X-C z 1-A___ 1-2 a P-C x Oth 5-CON

PATTERN OPERATOR 7TCHNICAL IZSULT OR OUTCOM

PATUiRS: IMG-Q vith C-UX Gets kid to be honest and think through anything that
could disqualify his at ISM. Suggests someone else
told recruiter something differant than kid, to get kid
to be sure to be honest.

("Sure you're not lying...7")

CE vith MR Tells kid what to think about, and what to forget,

before going to )MPS.

PATTERN OPERATOR TECHICAL RESULT OR OUTCOME EAXYPLE
UNIQUE
PATUZRNS:
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REPORT TYPE: PCW

1.D.: Coder 2 S B SEQ 22 CROSS-REF

PATTERN OPERATOR 7rCHNICAL RESULT OR OUTCOME
cOMON
lhTJUS: S-CON Tells kid if he's disqualified for something he didn't

tell about before goinS to IEPS. he'll have to walk home
- real sotivator. Also to get the kid to tell the
guidance counselor what he wants in a job.

("...if you don't tell his what you vant. he'll tell you
vhat you want.")

A-387



PIOTOCOL CODING WOR.ZSKEET

I. 3ACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 23 CROSS-REF

Purpose: Randling DEPs, getting referrals fro% then

C7cle: Pros_ Rap__ Q"l__ II_ VA__ Clo__ B-0_ DEP z F-Up H/A_ Oth

Setting: Various

Range: BEG (p. 58 . par& 9 line ) END (p. 62 .pra 7 l line )

II. COMMUNICATION STRATEGIES

ZZLUIK:l - Have to continually encourage DEPs.

2 - Have to continually motivate DEPS, get them to bring referral, etc..

3 - You can use peer pressure competition, to set kids to bring referrals.

Prefers vorking vith DEPs in a group for this reason.

UIZ: I - On the way back frou P1PS keep encouraging them. Make sure they're happy

vith the decision.

2 - Advise thez on preparing for basic, getting in shape, etc.

3 - DEPs have to bring in referrals.

4 - DIPS have to stay in touch, even if they are avay for the su=er.

5 - Use peer pressure, other motivators, to get DEPs to bring in referrals.

SALES DECISION DECISION
XQUIUCI: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I.I I I I

I

_ _ I _ _, _ _ _ _
2. *1 I '

II -3S I
5. . . 6 __________

I *1 I t

a. a I a
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III. COIMUNICATION PATTERNS

OV@RVW: Describes the kids entry into DEP program, how he prepares him. Shows a
video on basic, gives advice to set in shape, get playing out of his system,
etc. Sends then letters in military jargon welcoming them to the DEP
program, telling them vhen to report for parties, etc. Discusses differen-
tiating kids who get referrals from those who don't.

PRIDIC1TE: Via Aud Kin Olf-Gus Uns z Specific

SYrTAX!
SZKANTIC: I- _ I-Q_ I-C_ I-A x 1-z P-C Oth S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMION

FAT7lBNS: C-POST Used to prevent buyer's remorse.

("Are you sure you're happy?")

P Makes sure the kid will be ready when it is time.
Also illusion of choice. Lots of other presuppositions.

I ("...get all the playing out of you.")

("I don't care how many referrals you bring in.")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAXLE
UNIQUE
PATElRJS:

A-389



REPORT TYPE: ?CW

.D.: Coder 2 S 8 _ SEQ 23 CROSS-EF_ _ _ _ _ _

PATTERN OPERATOR TECU1NICAL RESULT OR OUTCOME

PATZRS: $-CON Tells his consequences of bringing in referrals -
prosotion. Also the consequences of not bringing them
in.

No Used to aotivate DEP to bring in others.

("You are 'directed' to bring at least one referral...")

I

I

* A-39



PROTOCOL CODING VORLSrEET

2. ]ACKGROUND INFORMIATION

X.D.: Coder 2 S 3 SEQ 24 CROSS-REF

Purpose: RAP and FEBA with people, or relatives of P vith prior service

Cycle: Pros_ Rap z Qual_ NI&I FlAz Cie .-0- DP__ F-UP_ H/A_ Oth

setting: Office

Range: BEG (p. 63 , par& 13 . line ) END (p. 65 . par& 2 line

II. COMUNICATION STRATEGIES

LWXF:l - Female prospect vith a brother who's prior Army, have to check out brother's

attitude. Girl vill undoubtedly check vhat recruiter says vith brother. May

have to sell both of them. Sell the girl through the brother.

2 - Sometimes prospects vill feel uncomfortable vith extra people in the room.

ULE: I - If you sense discomfort because there are too many people around, back off

for a vhile and reschedule a more private appointment.

SALES DECISION DECISION
UQUENCI: CYCLE STATE INTER PRIMARY PATTERN STATE EXIT TEST

2.
1. I

I I I I
T. F I I
I I I

4. I________ I I____________1________________1____________ I
I, I I I5. I I I Ig

_ _ _ _ _ _I _ _ _ _ _ _ __I _ _ _ _ _ _ _ _ __I _ _ _ _ _ _ __I __ _ _ _ _

I Y II
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III. CODMUNICATION PATTERNS

OVERVE: Begins description of a girl vhose brother vas prior Army. and how he backed
off because there vere too many people around.

?IKDICA1: Via Aud_ Kin Olf-Gu___ Uns Specific

SYNTAX /
SD9ANTIC: I-i_ I-Q__ I-C_. 1-A I-_ P-C Oth

PATTERN OPERATOR TECENICAL RESULT OR OUTCOMECOMMON
PATZK.US:

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA- MLE
m~QUEaa

PATTEUS:
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PROTOCOL CODING OKSHEET

1. ZACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 25 CROSS-REF

Purpose: Characteristics necessary to maintain a good attitude

Cycle: Pros_ lap__ Qual_ 36I FEBA_ Clo_ H-0 DEP F-UP_ M/Ax Oth

setting:

Range: BIG (p. 65 , par 4 ,line ) IND (p. 67 , para 2 *line

II. COMUNICATION STRATEGIES

RZLW:l - You must believe in yourself, have confidence.

2 - You suet use your ovn style.

3 - Feels he could teach someone else to be a damn good recruiter.

4 - Used to be sore formal, like a robot - nov has loosened up and imitates

kids more. More jokes, personal style. Doesn't have to talk to as many people.

5 - His wife helped him vith his phone approach by listening and giving him

feedback.

ZMI: I - Don't do everything by the book. Adapt your own style to the job.

2 - Act like recruits, walk like them, talk like them, etc.

SALES DECISION DECISION
RQUUMCI: CYCLE STATE ENTER PRIIARY PATTERN STATE EXIT TEST

-- II l -
II I I

1. ________ I __________ I I _______

III I
I I2. I__ __ _ __ _ _ _ _ _ _ __ _ _ _ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _

4.I I I
I T I j

5.I I I

6. I ' ',
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PROTOCOL CODING VORSHEIT

I. BACKGROUND INFORMATION

I.D.: Coder 2 S H SEQ 26 COSS-REF

Purpose: Rapport and approach to finding interests

Cycle: Pros z Rapz Q&l__ &I zx FEBA_ Clo . .-0 DP__ F-UP_ M/A__ Oth

Settin: Phone sostly

RWge: BIG (p. 70 . para 9 , line ) END (p. 72 , par. 2 , line )

2I. COMUNICATION STRATEGIES

ZULI:I - Recruiters shouldn't beat around the bush vith a tough question, they should

just ansver it straight, even over the phone in the initial contact.

2 - 80Z of the Army is in Europe, so the chances are a recruit viii go there at

some point in his career. Most people go on their first turn.

3DU1: I - Answer questions directly.

2 - If & kid asks if he'll be going to Europe, tell him probably so, even over

the phone.

3 - Don't just uh-huh the kid to death, dig into vhat he says. Care about the

guy enough to establish rapport and find out something about him.

4 - Ask kids vhy they are going to college. do they know that they can go for

an ROTC scholarship vhile they're in the Army.

SALES DECISION DEC ISION
ZZQUI=: CYCLE STATE ENTER PRIMARY PATTERN SIATE EXIT TESTI- l I I " '

I I II
1. I__ __ _ _ , I I __ __ __ __

II I I
2. I I _ II I- I3. _________ I _____________1________________3____________ I

___.__ __I __ _ _ __ _ _ _ __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I_ _ _ _ _ _
II I I

5.II I S
4 i I I

I T I

6.I I I I
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PROTOCOL CODING VORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 27 CROSS-REF

purpose: Rapport, positivity

Cycle: Pros_ Rap.1 Qual__ &I_ FERA Clo_ a-0 DEP_ F-UP_ N/A X Oth

Setting: Phone. office

Range: DIG (p. 73 . par& I line ) END (p. 73, parar, , line )

I. COIOIUNICATION STRATEGIES

]ELUF:1 - You can bear if soeone is positive or negative about their job so it is

iMortant to sound positive to be a good recruiter.

2 - If a recruiter is removed, they should get him out right away.

3 - Kids can tell if you're in a hurry.

3U1Z: I - Sound positive on the phone.

2 - Don't oversiuplify things to get done quickly, take time.

SALES DECISION DECISION

SZqmmCZ: CYCLE STATE ENTER PRIMARY PATTERN STAT2 EXIT TEST
I - 9 I

* I

2 .I ,I ,I II

'"iI I __ _ _ _ _ _ _ _ _ _ _

I III
Ii I

3. _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

I II

__.__ ___ __ ___ __ __ _ _ _ _ _ _ _ p_ _ _ _ _ _
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PROTOCOL CODING VOUKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 . S SEQ 28_ CRSS-REF

Purpose: School prospectinh

Cycle: Pro@ z Rap_ Qual a Vl_ fn _ CIo E-O My 1-U?__ H/A_ Oth_

Setting: School

Range: BIG (p. 74 , par 6 ,line ) ND (p. 75 . para line. )

1I. COMUNICATION STRATEGIES

RELWF:1 - Don't have quite enough time to do a tood interviev is school.

2 - You should get tvo appointments out of the one in the school.

3 - School isn't good place to recruit because others are vatching - peer

pressure can cause problems.

4 - Prefers appointments at kid's house, access to som and dad, privacy, etc.

RUILE: I - Spend a little time with the kid in school, but schedule another appointment

to cover sore stuff.

2 - In school just APPLEMEND them, Pre-Q. and SMMATTRESS, build interest.

SA=ES DECISION XCISION
JfQU=ICI: CYCLE STATE ENTER PRIMARY PATTERN SZTE EXIT TEST

A -39- II I I

*.I I
* I.II I I

2. j 1 I

'I I
I I

4._______ _________ ___________ ____A-396 _____



II1. COMMUNICATION PATTERNS

VIVIXW:

MIIDZC : Via_ Aud Kin Olf-Gua__ Unsi Specific_..

ITh-=!
SZKAXC: I-R___ I-Q._, -c_._ -__ I-A -2 -C._ oth

PATTERN OPERATOR TECHNICAL IRSULT OR OUTCOME

PATU3 : RE-D Gets kid to agree to another appointuent out of
locomon courtesy."

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA ,F E.
UNIQUE
FATMNJS:

A-397



PROTOCOL CODING VORS rEET

I. SACKGROUND INFORMATION

I.D.: Coder 2 S a SEQ 29 CROSS-REF

V"-poa0: Maintaining attitude, prospecting

Cycle: Pros z Rap_ qual_ ll- FRA Clo_ B-- DEP__ 1-UP_ M/Ax O th

Setti6m: Various

Range: BIG (p. 76 , par l lne. . ) LHD (p. 78 . par&1 , line_._..)

I. COEOUNICATIOII STRATEGIES

B3LU1:1 - Would have to listen to & recruiter on two different occasions, & couple

months apart to decide if he was good, sticking to bad habits. etc.

2 - A lot of guys don't pay attention to advice.

3 - You sot to be smarter than the guy on the other and of the line.

4 - A bad recruiter viii make lots of appointments but people won't keep them.

A good recruiter vii1 make 25 appointments and conduct 24 of them. He can feel

if the kid is going to ahoy up or not. Bad recruiters spend about a minute on

the phone setting up the appointment.

RULE: 1 - Identify yourself, establish rapport, ask fact finding questions. deliver

a sales message (but not the way they teach it in the school), confirm appoint-

ment. Doesn't ask for a referral unless the kid doesn't agree to an appointment

- but have to feel out the kid anyvay.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I
_ _ _ _ _ __._ _ _ _ _ I _ _ _ _ I I

'.I. _ _ I. I _ __ I

3i. __ _ __ _ __ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ _ _ _ _ _ _

_ _I_ _ I _ _ _I __ _ _

* I S I

5. 6 6 S
I I I II

I I I I

.A-398 I I_
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III. COMMUNICATION PATTERNS

OYUVIIV:

?MIC&7U: Via- Aud- Kin 01 f-Gus__ Uns x Specific

SmiAUTC: I-R I-Qx. I-C I-A z I-I P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOI
cwON I
PATZU=S: P Vith 10 Motivation for a referral.

("You gotta knov soneone vho is interested...")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOM EXAMPLE

]PATZUlS:
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PROTOCOL CODING VORJI.SBET

1. ACK RIOUND INFOiATION

I.D.: Coder 2 S B SEQ 30 CROSS-REF

Piarpose: Giving speeches for prospecting

Cycle: Pros x lap_ Qual__ 4&I lilA Clo_ a-0_ DEP 7-UP_ i/A Oth

Settimg: Schools, youth organizations, etc.

Range: ZUG (p. 80 . par& , line .ND (p. 80 . par 5. line )

II. COKKUNICATION STRATEGIES

BEIUF:

RULE: 1 - For basic information speech he doesn't need such preparation. For a bigger,

more unusual setting (DAR) need to practice about a month.

2 - Looks up vords he doesn't knov, practices at home, etc.

SALES DECISION DECISION
ZIQUENCE: CYCLE STATE ENTER PIhARY PATTERN STATE EXIT TEST

I I I I
I I

2. I1. I U I
_ _ _ _ __ 1 _ __ ' __ _

4. _ 1 I _

I I I
. .I I '

* I S
*. A I
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PROTOCOL CODING WORKSHEKET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S SEQ 31 CROSS-REF

Purpose: Pre-Q on the phone

Cycle: Pros__ Rap__ Qualx N&I FEBA_ Clo_ B-0- DEP_ -UP__ H/A_ Oth

Setting: Phone

Range: BIG (p. 81 . par 6 ,line ) END (p. 82 , pars 2.__.o line )

I. COUNICATION STRATEGIES

51EF:1 - Pre-Q's on 951 on the phone.

2 - Know most of the kids in the high school anyway.

3 - OK to skip around in Pre-Q, different order of things vith different kids.

ZiML: 1 - Pre-Q on height, veight, date of birth, place of birth, medical, lav

violations.

2 - Will see someone far away or 20 pounds overweight.

3 - Ask major medical questions: asthma, rheumatic fever, allergies, broken

bones, hepatitis, glasses, braces, etc.

SALES DECISION DECISION

SIQUMiCE: CYCLE STATE ENTER PRIMARY PATER STATE EXIT TEST
A- 401- I I I

1. ________1l _________ I I ________

II I I
2. ________I ____________I _ _____________I ____________I________

3.I I I I
, I I ,

m.I I I I
1 Is. ________ ____________ _____________ I ____________ _______

5.I V 7 T
I I I a

6.I I I I
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PROTOCOL CODING WORSUEET

1. BACKGROUND INFORiATION

I.D.: Coder 2 S H SEQ 32 CROSS-REF

Purpose: Time management, handling demands of job. H/A
Cycle: Pros_ Rap__ Qual NI FEA. . Clo_ H-0_ DEP 7-UP_ 1/Ax O th

setting: Various

Zange: RIG (p. 82 . para ._ ) iND (p. 85 , par&,1 , line___.)

II. COWUNICATION STRATEGIES

ILY:l - Recruiters need to roll with the punches, it's a demandint job.

2 - Recruiters should look back on what their recruiter told them when they

Joined.

3 - Need self-confidence, and their own style, belief in the product - Army

is the best thing around.

RULE: I - Iecruitir is the Army in his town -- has to keep good appearance.

2 - Recruiter may have to work every day - whatever schedule is necessary.

3 - Roll with the punches. Don't let the bastards get you dovn.

4 - Don't sandbag, hold guys over. tomorrow may never come.

SALES DECISION DECISION

MQ ICE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
I I l I,

1,I I I I'
I I I '

I, II

3.I

T. A I
I I I
a I I Il

I. I I
i a I I

6.i I I I

*II _ _ _ _ _ _ _ _ _ _I _ _ _ _ _ _ __I _ _ _ _ _
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REPORT TYPE: PCW
I.D.: Coder 2 S li SEQ 32 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

BELIEF: 4 4 - Recruiting is not like the regular Army, you work every day. You

iay have to work after dinner on Sunday, or whatever. Have to have a

I lot of support from wife and family. A shaky warriage vilI be divorced

I in a year. Can set so dovn in the duq., you don't think nothing

I could pull you out.
1 5 - In some ways it is a more relaxed jgb than the others, but if you

don't make mission, or do something ymz*e supposed to, you'll still

I get called lots of names.

6 - Sometimes you go into panic mode at the end of the month if you

I still need guys, even if you already made mission.

I 7 - Don't sandbag because kids will cha their mind while you hold them

over. Don't hesitate.

A-4 0 3



PROTOCOL CODING WORKSHEET

1. SACKGROUND INFORMATION

I.D.: Coder 2 3 N SEQ 33 CROSS-REF

Purpose: Field prospecting, rapport, attitude, characteristics for success

Cycle: Pros z lap-z Qual__ &I_. fIrA_ CIO-_ 1-0 DEP.. -UP? H/A z Oth

Setting: Various

Range: BEG (p. 85 , par 3 ,line D) (p. 86 , par& , line .

11. CBIKUNICATION STRATEGIES

ZELWKY:I - You need to be able to to to places, businesses etc.. introduce yourself,

Iet to knov people, establish rapport, then ask to put up your RPI rack. Not

Just right off the bat. They may help you later.

2 - People might not be interested vhen you talk to them about joining, but they

can change their minds. If a senior came to 7ou to sell you something you

probably vouldn't buy right off the bat either.

3 - If you help the kids they'll help you vith referrals. 7hat will make

both of you successful.

2l=: 1 - Establish rapport in the €ounity vith store owners (teen clubs, hobby

shops, etc.) and others.

2 - Be carins and understanding vith people - their needs, wants, dislikes.

Put yourself in their shoes. Get personally involved.

SALES DECISION DECISION
SQUE33C: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

SI l I I I I I
I __ __ __ __ __ _ _ _ _i_ _ _ _

.I I I 1
II "I S

T" .1 I
3. ________I I I I

I I I -- I

tI I 1
*. I I I

T. I I II
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PROTOCOL CODING VORKSISET

I. IACKGROUND INFORMLATION

I.D.: Coder 2 S B SEQ 34 CROSS-REF

Purpoe: More characteristics for success

Cycle: Pros__. ap__ Qual__ N__ lErA. Clo_ a-- DEP_ F-UP_ M/Ax Oth

Settif: Various

Range: BIG (p. 88 , pars 3 ,line ) EIND (p. 90 . par& 10 . line

11. COIMUNICATION STRATEGIES

31.3:1 - Bad recruiter just looks at the bottom line - doesn't care vhat he has to

do to set the sale* doesn't care about the kid.

2 - Confidence is being able to ask a 17 year old or a 32 year old to join the

Army and not be afraid when they say no -- ask him again.

3 - You get confidence by adapting your own style, seeing what vorks, trial

and error - catching the response of the applicant. You're not born vith it.

4 - You have to treat everyone different.

5 - You have to be a person, not a robot.

RULS:

SALES DECISION ITCISION
uQImCE: CYCLE STATE ENTER PRIARY PATTERN STATE EXIT TEST

I I I I
1.I I I I
1. I I S

2. _I I I I
4 I I I2. _________I __ __________I _ ______________I ____________I________

T. I I I

3. _________1____________ I _______________ I ___________ _______
T I T I1

T. I I I

a ~a -a4a5



PROTOCOL CODING WORILSHEET

1. IACKGROUND INFORMATION

I.D.: Coder 2 S H SEQ 35 CROSS-REF

lurpose: Rolling with the punches

Cycle: pros__ lap_ Qual_ N&I FERA_ Clo_ 3-0 DEP F-UP H/A x O th

settim:

lBge: lEG (p. 91 , para line n) (p. 92 , par .1 , line )

II. CMMNICATION STRATEGIES

]L]W:l - You knov you should stick vith something vhen it vorks more than hit and

miss.

2 - You have to work college students differently because they come from all

valks of life. They're alvays hit and miss.

3 - Headquarters will come up with some weird requirements. You have to expect

them (roll with the punches).

ItLE[: 1 - You know you should stick vith something when it works more than hit and

miss. Your measure is how many people join.

2 - Takes everything that comes from higher headquarters with a grain of salt.

Expect the unexpected. Take it and let it bounce off.

3 - Don't take the job home vith you (emotionally). Don't hold it in.

SALES DECISION DECISION
I3CE: CYCLE STATE ENTER PRDIAWY PATTERN STATE EXIT TEST

II I
I I I I

2. I I _ _ _

F I F
3. I________1___________ I ______________ __________ I ________I

* a

I I I I

I I I 7
4I I I a6
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PROTOCOL CODING VORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 S H SEQ 36 CROSS-REF

Purpose: Establishing rapport

Cycle: Pros_ Rap. x Qual_ N&I_ FERA_ Clo H-0 DEP F-UP_ M/A Oth

Setting: Various

Range: BEG (p. 92 . parsaS . lne ) N (p. 93 . par 6 ,line )

1I. COMMUNICATION STRATEGIES

BZLW:1 - You need to feel people out to establish rapport.

2 - Rapport is with strangers, not as deep as caring and understanding, e.g.

with someone you already know, a DEP.

3 - If you're both relaxed in the interview, there is a good chance the kid

will join the Army. If you are both bored, you'll get nowhere.

LULE: 1 - Establish rapport with everybody.

2 - Try to get a little background information on someone before you call them,

use it to establish rapport.

3 - Get both of you relaxed in the inte- iev.

SALES DECISION DECISION
3EQUZECI: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I -

1. t* 1 1 _______ _I

T I I
2.I I I I

I I4. ________ I ____________ I _______________ ____________a________

I I a
, . I I I

T I I
I a I

6. I ___
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PRO7OCOL CODING VORKSHEET

I. * ACKCROUND INFORMATION

I.D.: Coder 2 S v SEQ 37 CROSS-REF

Purpose: Doing homework for presentations, rEBA

Cycle: Pros_ Rap_ Qual N&l_ EAzz dco_ 9-_. DE? F-UP_ M/A x Oth

Setting: Various

Range: BEG (p. 94 , par& I line ) END (p. 95 . par& 5_.., line _.)

I. COtOSUNICATION STRATEGIES

3ELWU:l - A guy's not to do his homework, read in othe- places than the res.t
pamphlets, magazines, Army Times, Soldier's Kagazine. etc.

2 - One piece of information you find might be the difference that gets the kid

to join.

3 - Bonuses, programs, change every day.

4 - A lot of recruiters are selling stuff that is out of date.

5 - Not many recruiters can explain all the different ribbons, as veil as rank

structure -- he can.

2U1Z: 1 - A recruiter needs to read everything that comes out about new programs, etc.

Do your homework, know what you're talking about.

2 - Stay motivated.

SALES DECISION DECISION
QUKMC: CYCLZ STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I
1. I SI I. I

II1 I F

3.!
V. I , 1 1*
S II

5.I I

1 7 1* I I

6. I I
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REPORT TYPE: PCW
X.D.: Coder 2 S6 SEQ 37 CROSS-REF

BLOCK
DESCRIPTION CONTINUATION

I
ELIEF: 1 6 - You have to stay notivated - a one-nman station has a split

p ]ersonality.

|7 - Comand could help by calling up and telling a guy he's doingt a good

I job.

i
I
I
I

!.

I"

I
i

I

I

I

I
A- 1



PRVTOCOL CODING WOR.SKEZT

1. IACKGROUND INFORMATION

LD.: Coder 2 S . SQ 38 CROSS-REF

Purpose: Different approaches in different tovns

Cycle: Pros_ lap__ Qual__ _ 3I nzA Clo_ a-__ DP_ F-UP__ H/A x Oth

Setti*S: Different stations

Baage: 5EG (p. 97 , par& 2 line ) IN (p. 98 . pars, 5 , line._....)

I1. COURICATION STRATEGIES

BZLDP7:I - You can do different things in different tons. some are sore laid back

than others. Trial and error.

2 - Jacket and tie sake some people uncomfortable, others better.

3 - Some areas are really anti-military. You have to go after the fev kids

that aren't in an area like that.

R=LE: 1 - You have to adapt to the area you're vorking in. comunity standards, etc.

SALES DECISION DEC ISION
SIuqIECz: CYCLE STATE INTER PRIMARY PATTERN STATE EXIT TEST

A I I

4.I'III
,I 1 I "

_ __. _ _ _ _ _ I _ _ _ _ _ _ I _ _ _ _ _ _

I.II I I
ii J S i

2. ______ _______________________-4_____



PROTOCOL CODING WORiCSEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S B SEQ 39 CROSS-RIF

lurpose: More Pre-Q and Prospecting techniques, phone

Cycle: Pros z Rp__ Qual x &I flrzA_ Clo_ a-0. DEP 1-UP__ 1/A__ Oth

Setting: Phone

Usage: lMG (p. 98 , para 11 , lne ) END (p. 102 . para 8., line_.)

21. CMMUNICATION STRATEGIES

ZZI:l - Most confident prospecting an hone.

2 - Can sense rapport by voice tone.

3 - It say help to joke a bit to Set Pre-Q information, as vell as assume

problems the kid can deny. Maybe ask the kid to place his health on a 10 point

scale for a quick check.

4 - Asking for a referral is too much vhen you've already made the appointment

better to wait until he comes in.

RVIZ: I - Don't stop with a no on anything, ask why.

2 - Usual order: get interest, agree to appointment, Pre-Q. Depends on kid.

3 - If kids play sports, they're usually in pretty good physical shape.

4 - Confirm appointment, maybe repeat it back wrong so kid can correct it to

be sure he knows.

5 - Usually doesn't ask for a referral after making appointment - wait until

he &ets to office.

6 - Catch the big stuff in Pre-Q, don't worry about the minor stuff.

SALES DECISION DECISION
SqEUcz: CYCLE STATE ENTER PNARY PATTERN STATZ EXIT TEST

"- -' I t
II tI" 1 r

2. __ _ _ _ 1

4. I I I

.41 __ _

s. ,, 1I , I

A- 411



REPORT TY. E: ?CW
I.D.: Codez 2 S H SEQ 39 CROSS-REF

3LOCK
DESCRIPTION CONTINUATION

RULE: 1 7 - If you've never been treated for a disorder by a doctor, you don't

1 have it.

I

|
I

I

A-1



III. COMMUNICATION PATTERNS

OVIRVEI: Describes phone prospecting and Pre-Q. He prefers phone to any other area.

Keeps list of things to cover on his desk - uses it. Introduces himself

as from the Army high graduate program, or Army opportunities. Pre-Q's With
P's. jokes, etc.

PBZDIC71: Via_ And_ Kin Olf-Gus. Uns x_ Specific

SZUANTIC: I-R I-Q__ I-C I-Az_ 1-x P-C__ oth

PATTERN OPERATOR UCINICAL RESULT OR OUTCOME

c OI
PAT=l=S: C-POST Used to introduce new concepts. get kid to think about

them at the same time.

P Presupposes opportunities kid would want to find out

about. e.g. pay for school. Gets kid puzzled/curious to

kno." more. Also du;-ing Pre-Q, presupposes overweight,
glasses, etc. to get the kid to give hin quick

information, and a little humor to keep it light.

NEG-Q Goes for agreement. Kid will say "of course."

1 ("Don't you agree 30 sinutes is valuable tise?")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

PAT7URS:

A-1

I

*-41

I
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PRDThCOL DING VORKSHEET

2. BACKGROUND INFORMATION

I.D.: Coder 2 .S 8 Q L .O CROSS-REF

Purpose: Iandlint objections

Cycle: Pros Rap__ Qual_ 11_ VE Clo - R _x DP__ V-UP__ N/A- oth

getting: Various

Range: BIG (p. 102 . par& 10 , line ) EN (p. !05 . par& 3 line )

2I. CMUNICATION STRATEGIES

"XZLU:l - Objection a resisting a comitment.

2 - A kid joining the Army is a family decision.

3 - Salesmanship begins when the customer says no.

4 - Believes everyone he has sold the Army to has gotten the best deal possible.

RULE: 1 - Work out any problems (family) the night affect your job or the kid.

Service after the sale.

SALES ZECISION DECISION
anU"C: CYCLE STAT! ENTER PRIMARY PATTERN STATE EXIT TESTI l I I -- '

I I l l*" S I iI
1" 1 I I , I

1 '1 j
2. , I I I
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IIl.. COMMUNICATION PATTERNS

OVIRVINI: Describes case of a kid who planned to so in for two years but changed his
mind at the KEPS and vent for four. lis other became angry at the recruiter
who had to york to get her ok. Got the family together to talk about it

PRZD1ChK: Vis__ ud. Kin 0if-Gus___ Vn z Specific

sTW=/
SDIAWYMc: X-i_ I-Q.__ 1-C_ I-A_ 1-2 P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATMURLM: R/S vith M/W Used to redirect a mother's anger at her son's
enlistment for more time than she wanted. Recruiter
redirected her anger somewhat.

("Is he happy?")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME IXAMPLE
MNQUE I

PATlUUS:
A-1

S-4I



PROTOCOL CODING VORKSHEET

1. IACKGROUND INFORMATION

X.D.: Coder 2 S H S Q 41 CROSS-REF

Purpose: 7-Up . service after the sale

Cycle: Pros z Rap_ Qual__ N&I__ fl __ Clo__ a-0_ DEP. x F-UP x l/A_ Oth-

settig: Various

Range: BEG (p. 105 , para , line ) IND (p. 108 para S line .. )

II. COOPMNICATION STRATEGIES

BEL.XY:l - F-Up is service after the sale - important.

2 - A lot of his kids vorry about his after they leave for basic.

3 - Ask the parents for referrals, they can't say no.

RUE: I - During DEP, call kids up, take them out, send them letters, etc.

2 - Uses dead time, e.g. Saturday mornings to call parents. sake contacts vith

families of kids in basic.

3 - Feedback from kids and families tells him he's doing a good job.

4 - Get referrals from parents just like you vould from anyone else.

SAZS DECISION DECISION
=Q=Ncz: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- II I -

I I

II i i1. ______ __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I_ _ _ _ _

'I I I __ _ _ _

5. S I I
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III. COMMUNICATION PATTERNS

OVEKYIIW: Discusses follov-up procedures with kids and families. Gets good feedback

which tells hi. he's doing a good job. Describes getting referrals from

parents.

UDMIC7&: Vi. Aud___ Kin x Olf-Gus___ Uns z Specific

SIhArIC: I- I-Q___ I-C I-Ax I-I P-C Oth

PATTERN OPERATOR TECHNICAL IMSULT OR OUTCOME

PAflRN: AWARE Gets the to write by saying -

("I know you won't wite me back...")

PATTERN OPERATOR TECHNICAL ESULT OR OUTCOME EXAMPLE
NIQUa

PATTENS:

A-417
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PRO70COL CODING WOR UET

I. BACKGROUND INFORIATION

X.D.: Coder 2 S a SEQ 42 CROSS-REF

Purpose: Prospecting vith school counselors

Cycle: Pros x Rap x Qual_ N&l 1ERA._ Clo H-0 DEP_ F-UP_ M/A_ Oth

Setting: Various

Image: BIG (p. 108 . par& 7 , line ) M (p. 109 . par& 3 line. )

21. CONUNICATION STRATEGIES

BZELW:l - If you treat counselors really well, they vill help you.

2 - Without counselors be's "nothing".

ILEZ: 1 - Entertain counselors from schools - lunches, functions, tours, etc.

2 - Give certificates, or letters, signed by officers to counselors for helping

out.

3 - Give then gifts, pointers, cups, pencils.

SALES DECISION DECISION
SIQUENCE: CYCLE STATE ENTER PRIAY PATTERN STATE EXIT TEST-- II I I

I I I I
1. ______ I _________I___________ _______________

2.III i I I I
'"11 1 1

, I
I I Ie

III *1
6. __ _ __ _ _ I I

-4
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PROTOCOL CODING VORISHET

1. BACKGIROUND INFORMATION

.D.: Coder 2 S H SEQ 43 CROSS-EF

Wrp.e.: Closing, selling to different categories

Cycle: Pros_ Rap__ Qual i&I-_ FEA z Clo x H-0_ DEP_ F-UP__ M/A__ Oth

Setti;mg: Various

Range: BIG (p. 109 , para5 line ) END (p. 113 , pra l. line.___)

II. COMMUNICATION STRATEGIZS

ZZLwD:l - Takes sore time before close for a woman. Can close on a man the first shot.

2 - Iosen in his location go for travel, Europe. Men go for Rambo type stuff,

number I - service to country, number 2 - college fund.

3 - Sell Cat levels differently. Cat 4 has limited choices, tell him straight.

Cat 1. 2 vat high tech. Cat 3, college. Also varies by location. Vary

awproach as needed.

LULl: 1 - Don't close on a voman the first time, make another appointment.

2 - Sell vomen the cushion jobs. Stress travel.

3 - Sell a Cat 1, tell a Cat 4.

SALES DECISION DECISION
BRQMICK: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

-I I l -
I* I I I

5.II I I I
I I a

_ _ _ _ I I _ __ I _ _

_ _ _ _ _ _ _ _ _ _ _4_ _



PROCOL LOG

Coder: 2 Subject:

p I REF ! CYCLE TOPIC

1 11(2) IProsDEP !Importance of referral system to success

2 11(10) ',F-Up tiF-Up and vorking the community

3 15(3) IRap.4&I. ,Iapport vith different kids, Cat levels, etc.

I IF I , ,

-4 16(9) 1N&IFE AIZxamples of finding &I. selling skills

I l3-0 I
5 19(3) i1-0 ILengthy discussion of objections vith lots of examples

6 119(10)IPros.N&L.IProspectijn, referrals. V&I/FElA in first appointment
I IFRA I

7 121(8) !Pre-Q la3sic Pre-Q

8 1223) 1DEP,F-Up Hliandling, preparing DEPs

9 124 (10)iClo.F-Up 'Closing and preparing kids for ?MPS

10 129(7) !ProsDEP 1DEP referrals

11 130(9) (N/A :Personal criterion for the job, M/A

12 139(16)!M/A IRules for treating people

13 141(6) lClo !To phrase closing properly

14 (43(11)(N/A ITime management

15 145(10)!Pros 'Prospecting in the couunity - older people especially

16 146(7) 1Pros,FEBAProspectin . FEBA, in general

17 149(3) !RLp,M/A 'Maintainin& rapport, good attitude

18 150(3) (RapFEBA !Rapport, vhat things to stress in the interview

19 131(7) (ProsM/A !Where to prospect, IH/A

20 1,4(6) (M/A !I/A. more incentives

21 155(15)(Pre-Q, lPre-Q. lEBA, different Cat levels

- I l , , I .

22 160(3) IDEP leeping on top of DlPs

160(7) ImA,.E-0 IsBA techniques and 5-0

24 162(7) IMP IT.aching DIPs about the Amy

25 165(2) oN&z.yzA 116, nVR, sajor life goals, vorking vith failis

I A-42
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I I . ..
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* I I
o I
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PROTOCOL CODIIG VOZ.SET

1. RACKGROUND INFO10ATION

1.D.: Coder 2 SI SEQ 1 CROSS-REF

Purpose: Importance of referral system to success

Cycle: Pros x Rap_ Qual__ 6r, lA__ Clo__ H-0 BE?_x F-UP__ K/A_ Od

Settins:

Range: 3UG (p. 1 , pars 2 1 ine _ ) ]ND (p.i , pars 8 line )

11. COMNICATION STRATEGIES

31 LZF:l - The bisgest key to success of station is referral system, handling DEPers.

2 - Vhen you give soseone something that's goins to benefit hi the rest of his

life, he'll brin s his friends.

3 - Kids come back and tell their friends boy they're enjoying thne A.my after

basic, as vell.

ILE: I - DEPs can come into station vhenever they vant.

SALES DECISION DECISION
3ZEQICE: CYCL2 STAT! ENTER PRIMARY PATTERN STATE EXIT TEST

* I I
* I

4.I I I I
1. ________I _____________ I ______________ ___________ ______

i t T
2. 1 1 _ _ _ _ _ _ _ _ _ _ _ I __ _ _ _ _ _ _ _ _ _ _ _ _ _ _

A-421



PROTOCOL CODING WORKSHEET

I. IACKGROUND INFORMATION

X.D.: Coder 2 S I SEQ 2 CROSS-REF

Purpoe: 7-up and working the coounity

Cycle: Pros_ ap_ Quel_ 106 PIRA__ Clo_ B-0- VDp r-UPW H/A_ Oth

setting:

lange: IG (p. 1. par 10 . line ) IND (p. 3 par 6 line

1I. CIOKUNICATION STRATGIES

BZLI97:1 - A lot of people lose contact vith kids after they to to basic. ImPortant

not to, big thing is to stay in touch.

2 - Many people think tecruiters are big liars. We help people, we don't hurt

them.

3 - Selps image of recruiter in interviews to have kids around who have been

throuih enlistment.

4 - For many kids. basic is hard for them because they don't have parents to

lean on. Recruiter can help if they call him.

RLMU: I - When a kid leaves for basic, give him about five self-addressed stam=ed

envelopes to write back with.

2 - When kid goes to basic, stay in touch with parents.

3 - When kid cones back, have him cone into station, walk around o~unity with

recruiter - good publicity.

SALES DECISION DECISION
AQM97ACB: CYCLE STATE ENTER PRDAWY PATTIERN STATE EXIT ".ST

II I

A-42

I I I I

5oII I I
I . I I

"'______I ________'_______"______________ '
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i7. COMMUNICATION PATERNS

WERVUZW: Describes giving envelopes to kids to write back from basic training. Says
t hel1s to have kids around vho have just finished basic. they help valking

around comunity, and in intervieva. Describes helping kids after they
have gone and are having problems during basic being away from hose, handling
the pressures, etc.

1REDICATS: Via Aud tin_ _ f-Gus_ Uns z specific

SYN-A.I/

MNwrfLC: 1-R__ I-Q__ X-C__ .1-A_ - . P-Cz oth

VATTERN OPERATOR 2CKNICn L RESULT OR OUTCOME
COMMON
PAZUiS: 21-D Competitive a 3/4 as much a for other girls. Way

of easing the pressure an a girl who is a little older
in basic training.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOI .XA.MFL."

IPATTr .

A-423
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PROTOCOL CODING VOPMSZMET

BACKGROUND INFORM.ATION

1.1.: Coder 2 S I SEQ 3 CROSS-RF

Purose: Rapport with different kids, Cat levels, etc.

Cycle: Pros__ lap.z Qual_ I6i x nEA z Clo. 5-0 DI? F-UP MI/A -Oth

settia: Various, office mostly

Banie: mrI (p. 5_. par_ ) ND (p. 6 par&, . line )

II. COOWUNICATION STRATEGIES

J]LUZF:l - oy you talk vith people is important. You can't talk the same way with a

person in the higher test categories that you would with someone in the lower

ones$

2 - You have to program yourself to come down to certain people's level.

3 - Cat l's looking for college, love the senior enlistment program.

. - Full time school, followed by full time york to pay for it is touch.

letter to use the Army to give you part time school, training, and lots of

money.

RVLZ: I - Vrogra= yourself to come down to certain people's level.

2 - Point out bow entering the Army can help people be better students by

relieving the financial and time pressures.

SALES DECISION DECISION
ZQUMiCZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- .

I I I1.I I I I

,. __ _ _ _ _ _1,, _ _ _ _ _ _ _ 1 __ _ _ _ _ __ _ _ _ _ 1 _ _ _ _ _ _ _ _
.7I I I

3 . 1 1
6.I I I I

S S

5 5 A-424



?tO1OCOL CODING VOIMsHEET

1. SACKGKOUhND INFORMATION

I.9.: Coder 2 a I51Q4 CROSS-REF

Purpose: Ixamples of finding N 4 1. selling skills

Cycle: Pro__ Rap- Qual__ &I Is VIZA a CIO. -0 x IEP V-UP=, K/A Oth

Settiag: Office

same: UG (p. 6 ,par 9 line ) ND (p. 6 par& 11 ,line..._)

11. COWUNICATION STRATEGIES

BKL ":l - Coins to school full time while Ln the Ar1y is too such.

2 - If you find another area you're interested in, besides your chosen school

sajor, you can get training in that in the Army, that vay you'll have a career

to fall back on in case you need it. plus the $17.000 to continue your school

work.

3 - You can see if you've made the sale by lookinx in the kid's eyes - you

can just see it.

4 - An objection can be defined as & cop out. Also a kid looking for more infc.

]ZlW: I - If a person is sitting back, then leans forward toward you, they're

inte rea ted.

2 - Close vhen you've met the N& of the kid.

SALES DECISION ECION
BQUNCI: CYCLE STATE INTER PIMhARY PATTERN STATE EXIT TEST

I I I I'"II I I.___

3. __ _ __ _ __ _ _ __ _ _ I

I i I 1
II I I
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311PORT TYPE: PCW
I.D.: Coder 2 S SDQ 4 CROSS-REF

BLOCK
DESCRITI ON CONTINUJATION

BELIEF: I - le purpose of objection is to sake sure there's no doubt.

A
I

I
t

Ii
I
I

I

A-2



1I. COI rNICAT1ON PATTERNS

OVERVMIE:

?vwDCAX3: Vie- Aud_,_ Un Olf-Gu_ , Uns z Specific

SDOMu C: I-_ I-Q___ I-C_ I-A 2-I ?-C_. _ -th $-CON

PATTRPN OPERATOR ECBNICAL RESULT OR OUTCOME

JATrJINS: S-CON Conditional close.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXA-MFLE
WIl QUE
PATf-S:4

A-42



PROTOCOL CODING WOUSBEET

I. ILACKGROUND INFORX.IATION

21D.: Coder 2 . S Q CROSS-RF__

Purpose: Lensthy discussion of objections vith lots of examples

Cycle: Pros__ Rap__ Qual__ Ml. nA__ Clo__ 1-0 x DP_. F-UP__ M/A_ oth_

settLng:

Bange: E (p. 9 , par 3 . line ) VMD (p. 19 , para8 . lne

I1. CGtWUNICATION STRATEGIES

ZIMK:l - You need to cover o'bections early to prevent DEP loss later.

2 - One of the toughest objections is from a Person Vho cones from a NavY,

Marine, or Air Force family.

3 - You might find it is easier for an Army recruiter if there is an Army base

around - fa=iliarity helps. You can't give a tour of the base if there isn't

one close by.

4 - In case of religious conflicts, it may help to let an Army minister to talk

to the faily.

'UM : I - Cover all obections early to prevent DEP loss later.

2 - Keep after kids, includi.ng those who can't get parental consent, but don't

harass.

3 - Call every month on a kid waiting to turn 18 to sin.

A - Call back in three months to a kid who said no because he had a job - he

say no longer have it.

5 - hen you set an objection, imagine boy you would want to be told. and do

that.

SALES DECISION DEC ISION
J TQUZCR: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I I -

a I I I

1. 3-0 'Fear IPacint ,Difficulty _ _.

2. 3-0 'Difficulty jTemp. shift (pat) ltelief

3. 5-0 Relief ,, complish) jAccouplishment IllI T '
4. B-0 'Accomplishment ITemp. shift (F?) jlride

". V-0 IPride 'Tep. shift (past) lCanaraderie _

. V-0 lCamaraderie ICE (sakes you) ,, Feel good _

A-428



REPORT TYPE: PCW
I.D.: Coder 2 5! 1QS CROSS-RUEF

BLOCK
DESCRIPTION CONTINUATI ON

3LLIUE: S - It is important to stay after a kid until he says yes, including if

I be has to wait to turn 18 to sign because parents von't consent.

I 6 - Doesn't believe handling objections is sosething that can be taught,

I there are too many kinds, all individual.

7 7 - Basic trainingtis a metter of initiative and sotivation.

8 - ligest objection is color areen. Probably for Navy it would be

1 6 sonths on a sbhi.

* 9 - Video on JOIN on basic is very good.

* 10 - Basic is a little easier for people who have particilated in sports

* in school.

RULE: 6 - You can't tell people that just because they look like they're in

pretty good shape, basic training is going to be easy. It's not.

7 - If kids have unreal expectations about basic. use the JOIN video.

* 8 - Compare basic to sports in school.

9 - Sees (disassociated) image of drill sergeant stnding over kid in

basic -- imagines standing there watchi and listenn g - then describes

it to the kid.

SEQUENCE: 7. H-O / Feel good I C-LINK with N Strength (villpover)

OVVRVI W: S wives fine example of chaining to handle objections to basic an p. 19,

par&. S (use as exatple if possible).

an i

I
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11. CO.-'..'NICATION PATTERNS

OV!ZVIZW: Gives examples of different objections. color green, uniforms, competition
from other services, problems from other family members, religious conflicts.
etc. Describes case of sirl vho Comitted, then vas talked out of it by
brother -I the Karines. Also the case of a kid vhose parents vouldn't
consent because of relisious trounds. Tried to set the RT, vho is also
a minister, to talk to them. but that didn't help either. Gives hypothetical
answer to hey he vould handle objections if he vere a Navy recruiter. 7hen

?tEDICA7: Vie z Aud x Iin x_ Olf-Gus_ Una z Specific x

sDU UrC: I-3 I-Q X-C , I-Am. I-E P-Cm. Oth AIN

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
ON10 I

JPATMJMS: C-EX with a/S, 8-0 color green. Muaorous refraue on a truly
HF 1ridiculous objection. Air Force wears green utility

uniforms also, besides color doesn't make the person.

("Green is my favorite, George Washington, Abrahaz
Lincoln. dollar bills ... ")

C-EX with I/S In general used to reframe objections to uniforms, hair
cuts, etc. They have the s&e things in the businesE
world.

PATTERN OPERATOR TECHNICAL RESLrLT OR OUTCOMI EXA. ..

,AT-T.S:

*

I I

a I
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REPORT TYPE: PCW

I.D.: Coder 2 $ I SEQ 5 CROSS-REF

PATTERN4 OPERATOR TECHNICAL RESULT OR OUTCOMEc¢oOH .I

ATTLLRES: H-4 Compares two different cars, both the same price, but
i one fully loaded (Army) and the other not (Marines).
Also, bUasic training takes motivation, just like 12 years

I of school, therefore, you can do it. Compares physical
conditioning with sports to ease tension.

I (verybody is stressing physical fitness...that's what
the Army consists of.")

3I/S with Fp Basic is 65Z classroom. Takes focus off physical training
a bit.

("...if you make it you are such a happy person.")

C/D with FP Example of handling hypothetical objection to 6 months on
a ship in the Navy. Used all the individual benefits of
different ports, travel, meeting people, and hoy good it
would feel to get back with those new experiences.

CHAIN with RE-D See above, use of chain to take kid from fear of basic to
sense of accomplishment, camaraderie, strength. Especially
good use of temporal predicates, shifts in rep systems.
pacing. Takes kid from I- to K*., X., K. Describes drill
sergeant, chains from V-/A- to K+- also. Redefines kid vith
poor physical conditioning as the one who gets the attention
of the sergeant.

("They've become very attached...")
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PROTOCOL CODING WOBZ.SKEET

2. ZACYLGIOUND INFOP IATION

2.D.: Coder 2 S I SEQ 6 CROSS-REY

Purpose: Prospecting, referrals, V 4 I/FEBA in first appointments

Cycle: Prosj Rap_ Qual_ N&I 2 EBA x Clo_ E-0_ DEP F-UP_ i/A Oth.

Setting: Phone, office

Lange: REG (p. 19 , pars 10 , line ) 2ND (p. 21 . pars 6. line _)

1. CGOUNICATION STRATEGIES

32LM97:1 - Gets referrals from lead refinement list, DIPs.

2 - You're eventually going to have to talk to & senior at the home, so you

sight as well start there, catch the parents at the same time.

3 - Sales book is pretty, has nice pictures, but it can be pretty boring if you

don't utilize it properly.

A_- When you set up ten Voint scale, kid will tell you everything you need to dc

to sake it a ten.

ILZ!: I - Call froz lead refinement list every day.

2 - Try to make initial appointment vith high school senior at their home.

3 - Start by "checking kids temperature" - ask on a scale of one to ten, how

do you s and on joining the Army.

4 - Stress the db:, then the other tangibles.

SALES DECISION DEC ISION
UQUcl: CYCLE STATE ENTER PRIMARY PATTRN STATE EXIT S'., S I

II S 6
I I I S1. __ _ _ _ _ __ _ _ __ _ _ _ __ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _

I I SI eI T
2. 1

A 4S. I I I
1_I _____________ I _______________5____________ ________

I I
I. I ' S
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XEPORT TYPE: ?CW

I.D.: Coder 2 S I -Q 6 CROSS-REF
a -I

BOCK
DISCRIPTION CONTINUATION

BEIhEF: 5 - Prizary job of a recruiter is to find the dbz. .hen go over the

I taibles that So &long vith the Arzy.

4I
I

I
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211. COr'.'-ICATION PATTERNS

OVZKVIZZ: Brief sequence on getting dba and eellint it.

?PRDICA7: Via - ud Ar,.z Olf-Gu s Uhs z.. Specific

S.IIC: 1-RK I-Q_ I-C I-Ax I-I I-C Oth

VATTERN OPERATOR TECENICAL RESULT OR OUTCOME
calOlow
PAT"MJS: P Ten point scale.

("Where do you stand on joining...?")

("What would I have to do for you to make that a
ten?")

PATTERS OPERATOR TECHNICAL RZSULT OR OUTCOXX 'X,..E

ZATflEUS:
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PROTOCOL CODING VOUKSEMET

1. BACKGROUKD INFORATION

2.b.: Coder 2 S I SEQ 7 CROSS-REF__

P"6:oe: las ic Pre-Q
Cycle: Pros_ lRap__ Qualx Nfil. VfA_ Clo_ 8-0 DEP_ F-UP_ /A_ Oth

Setthg: Office

Range: ZEG (p. 21 , pars 8. line ) VO(p. 22 , a .. lne )

II. CCOW(NICATION STRATEGIES

IILWr:l - Primary job is to make sure kid is mentally, morally and pbysically

qualified. Counselor puts the finishing touches on.

2 - Kid may pick a particular job and not be morally or phyically qualified.

IMZ: I - Check out speeding tickets, law violations, medical problems - then schedule

him for the physical.

2 - Let the kid know vhat the physical is Itsoin to consist of.

SALES DECISION DECISION
UQMRCI: CYCLE STATE ENTER PRMVAY PATTERN STATE EXIT TESTI Il I -

I I I S

1" 1 1 1
2. 1 1 1

.. .I ' ' I I

, 1 I I
3..

S. I I
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PROTCOL CODING VOLK.SEMET

1. ,ACKGROUND lNYOL'ATION

1.D. : Coder 2 S I SEQ S CIROSS-REF

tlhpoee: Handling, preparing DEP.

Cycle: Pro&_ Rp_. Qu.l__ 3&1 TE__ Clo -0. DEP T-UP M/A__ Oth

setting: Office, etc.

Bmnge: RIG (p. 22, par& 3 line ) W (p. 23 . para I_.__o line.._.)

1. COtKUNICATIO STRATEGIES

IZLUIF:- Uhen kids come back from enlistment into DEF. you have to resell.

2 - find out vhat's going on in basic from 'kids vho come back. It's not the

same anymore. It's the only vsy to keep current info.

2=LE: I - When kids come back from enlistment into DIP, you have to resell. Make sure

he's satisfied. Let hit know what's required. Congratulate him.

2 - When kid is ready to go, have hi: come in, give him his envelopes, get a

picture for the board.

3 - Keep up with his during basic.

SA.ZS DECISION DECISION

IQDIhC3E: CYCLE STATE INTTR PRDUJY ?ATTEKN STATE EXIT TES

7 I I I
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PROTOCOL CODING VORKSHEET

1. MACKGROUND INFORMATION

I.D.: Coder 2 S I SEQ CROSS-REF

Purpose: Closing and preparing kids for IMPS

Cycle: ?ro__ Kap_ Qual_ 3&I. u nRA Cl. x H-0 DEl_ F-UPx M/A_ Oth

Setting: Office

lange: MEG (p. 24 . para 10 . line ) IND (p. 29 . par& 1_ line_ )

II. COMMUNICATION STRATEGIES

21.27:1 - Counselor's job is to $ell Jobs, especially if kid isn't qualified for what

be vanted.

2 - There may be things the kid could do that be doesn't know about. so be

should keep an open mind.

i=E: I - Once you find the dbm. trial (conditional) close. When he says "I don't

knov," then start covering the tangibles that go along with it.

2 - Resell when the kid comes back from MEPS. Especially if be took a job that

Vasn't his first choice.

3 - Before kid ships out, give hi a briefing on everything that vil happen.

SALES DECISION DECISION
UxQUINCE: CYCLE STATE ENTER PRDMAY PATTERN STATE EXIT TEST

a.I I I
a a I

a a a
2. 1* I.

6. '
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II. COWNICATION PATTERNS

VVIZWVM: Discussion and examples of preparing kid for HEPS counseling.

PUDICA32 : Via_ And_ Kin 01f-GCus Uns a Specific

SDWIMC: 1-R_ I-Qx. X-C I-A_ 1-2 P-C . oth S-CON

PATZRN OPERATOR TECHNICAL ISUVLT OR OUTCOc~agoN
,ATMZUS: S-CON Conditional close

CZQ. Even though the kid didn't get the job he planned
on. he got one just as good. Also, guidance
counselor is basically like a school counselor.

RE-D vith IN, P Call or vrite even if it's to "curse me out" - "let
me knov how things are going." Gets kid to keep cottact
regardless of how bard a tiae he's having. Also.
counselors aren't there to screw you, but to help you out.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME ?XA.,.t
UNTI Qt$ :
IATXRNS:Ia
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!PORT TYPE: PCw

I.D.: Coder 2 S UQ 1 COSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATIEWS: C1I IBeips give kid perspective on roles.

I (..counselor was once recruited himself.")

C/D IEnvelope is &ddressed, stamped, etc. Also encourages
kid to write, regardless of time pressures.

("All you have to do is write...")

C/U with 19 Keep an open mind at MZPS because there may be something
that ianterests you sore than what you've chosen nov.
Makes it easier if kid doesn't get what be planned on.
Also. points out that job can help him beyond Army -
future employment, etc.
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PROTOCOL CODING VORKSEEET

1. 3ACKGROUND INFORMATION

2.D. : Coder 2 S 1 SEQ 10 CROSS-REF

Prpose: DP referrals

Cycle: Pros x Uap__ Qual__ Ifl FIA_ Clo 5-0 DEP a ]-UP M/A_ Oth

settiaa: Office mostly

Itange: IG (p. 29 . par 7 ,line ) IND (p. 30 , par& 7 o line......)

1. COW IICATION STRATEGIES

1ZUL :l - Most of their appointuent. cose fro, referral, from people vho have joined.

2 - A lot of kids consider their recruitinx station a hang-out. Kids think

they're crazy, enjoy coming over. 7hey aet interest that vay.

21LE: I - DrPs can cote in vhenever they vant.

2 - Take the JOIN over to the *all nov and then and ahow the videos.

SAUS DECISION DECISION
S1EUQMCI: CYCLE STATE ENTER PRIMARY PATTIR STATE EXIT TEST

. A -4B II I

3. ______ I __ _ _ _ _ _ _ _ _ ___________ I
* I

I I

*. I I S
O I ,I I
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PRO70COL CODING WORS.ErT

1. RIACKGROUND INFORMATION

-.D.: Coder 2 S 1 SEQ 11 COSS-P,_EF

Purpose: Personal criteria for the job, M/A

Cycle: Pros_ Rap__ Qual_ P4II FERA Clo_ .-0 DEP_ 1-UP_ H/A x Oth_

Settifn:

-aaSe: BEG (p. 30 , par 9 , line ) IND (p. 36 . pars, 5 ,line..)

21. CtOWUNICATION S3LATZGIZS

3ZLnI:l - "Make sission, to fishing ... work your own hours. That's bull." They'll

still come down on you if you slip a month.

2 - More freedom, more soney would help.

3 - "Until a company ... or battalion makes their mission, you're going to be

working all the time."

I. - You have to veigh the possibility of a faster promotion in recruiting vs. a

job you may like better.

3m.!: I - Measure success on a monthly basis, mission.

2 - If people treat you well in the communit, you're doing well. If not, you

aren't.

SALES DECISION DEC ISION
UQ==: CYCLE STATE ENTER PRD(ARY PATTERN STATE EXIT TEST

A-441

l II --

I I I __

I I I .
5eI I I

9 l I ,
I I 4

I I I
6.II I
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REPORT TYPE: PCI
I.D.: Coder 2 S I Q 11 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BIEF: 15 - People who produce 110% or 1152 deserve some time off. It takes

i nitiative to keep loing.

6 - Combination of money end security are the most important factors

for him.

7 - Might be a good idea to let a recruiter recruit in his home town,

regardless of the possible problems.

8 - The idea of retiring at 37 is appealing because of all the benefits

and the chance to start a second career.

9 - Measure success on a monthly basis, mission. Large percentage of
*co=unty is joining in the area. Be can go Vherever he wants and get

whatever he wants because of his reputation. Everybody kos who he is.

10 - 7he thanks you get from people makes the extra hours worth it.

Without those the iob would get very depressing.

11 - His previous job, postal administration may have gotten him a

better job when he gets out than a sales job.

12 - You have to be flexible. Each person is different - that's the

fun part, the challenge.

13 - Security is more important than challenge.
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PROTOCOL CODING WORKSHET

2. BACKGROUND INFOR ATiON

X.D.: Coder 2 S I SEQ 12 CROSS-REF

Purpose: Rules for treating people

Cycle: Proi__ lap_ Qual- 31I nA CIo- B-0_ DEP F-UP_ 3/A x Oth

settLnsg:

Range: RIG (p. 39 . par& 16 , line ) END (p. 40 . para 5 , line

11. COO(UNICATION STRATEGIES

ELIF:I - You're goin to be depending an the people you put in for your protection,

so they need to be top caliber people.

2 - It's important to make yourself available to kids vhen they need you, rather

than on a convenient schedule by the numbers.

3 - Some people think because a kid is 17 or 18 he doesn't know anything. That's

not true. Kids are &cart. they pick up if you're being phony.

IME: 1 - You don't treat people as a number in the Army.

2 - Treat people as though you're proud to have them in the Army.

3 - Try not to be a hard ass vith people. Treat them vith respect.

4 - Don't be phony, be your!.-lf.

SLUES DECISION DECISION
SEQUENCE: CYCIE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- I l
I I I

1. __ _ _ _ _ __ _ _ _ _ _ _ I __ _ _ _ _ _ _ _ _ _I __ _ _ _ _ _ _ _ _ _ _ _ _I T F

1 I

I I I I
a I I I

S I l I

7 7i
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iOTOCOL CODING VDRUSEET

2. BACKGROUND INFOR'ATION

1.D.: Coder 2 S 1 SEQ 13 CROSS-REF

furpose: To phrase closing properly

Cycle: Prom_ lap_ Qual_ m41__ IBA CIO x H-0- DEP F-UP_ Il/A 0th

setting: Office

Range: EG (p. 41 . pars 6 line_ ) D (p. 41 . pra. line )

21. COWUNICATION STRATEGIES

SELI:I - Used to be afraid to ask for the close.

2 - Used to ask kids to "think about" joining - a bad vay to close. 1ids vii

think about it for years. letter to ask them "if I can.., would you?"

JULE: 1 - Be direct.

2 - Don't ask a kid to consider, ask hin to join.

SAIES DECISION DECISION
SEQmI11C: CYCLE STATE E'TER PRIMARY PAT77RN STATE EXIT TESTI I I I

* a

l. I l I

2. S*____________T . I T
S i S

3..
I I A44

4. _________*a___________ I __________
I I '

I I I la I I a
O. I 0 a

6.I I S I
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PiOTOCOL CODING VORKSBEET

1. 3ACKGROUND INFORMATION

I.D.: Coder 2 S I SEQ, 14 CROSS-REF

P-pose: Time anageent

Cycle: Pros_ lap_ Qual_ INl IA_ Clo__ 3-0 DP_ F-UP__ /AE O th_

setting:

Range: MIG (p. 43 , par 11, line ) E (p. 45 ,para._j___, line____)

21. COe UNICATION STRATEGIES

]3IL117:) -Host isportant thing is to stick to it.

2 - Tour schedule can change in the blink of an eye.

3 - Work plan is your responsibility. Have to stick to it, but be flexible.

4 - If you rerruit someone and he doesn't bring any referrals, you're doing

something vwrong. Re ight think be got screved.

RULE: 1 - Make a good york plan and stick to it.

2 - Ratio of people you have to talk to to put someone in tells if you're doi.ng

a good job. 1 out of 17 means you might be doing something vrona, I out of 3

is decent.

3 - If you recruit someone and he doesn't bring any referrals, you're doing

something vrona.

SALES DECISION DEC ISION

AZQUENCE: CYCLE STATE ENTER lRIMAY PATTERN STATE 1XIT TEST
-4 I I

.I I I S

_ _ I _ _ _ _ _ __ _ _ __ _

'._ __ _ _ 1 1 '_ _ __ _

___I ___ __ _ T_ _ I
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ I _ _ _ _ _ I _ _

__ __ __ __ __ _ _ __ __ __I r
_______________I ________
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rPioROCo. CODING VORKS

7. SACKGRO3ND INFOP.MATION

I.D.: Coder 2 $ I isQ 15 CROSS-HF,,

Purpose: ?rospecting in thae comunity - older people especially

Cycle: Pros x lap_ Qual_ 161i FEBA Clo__ -_ DIP F-UP_ I/A_ Oth

Setti g: Comunity

Range: MiG (p. 45 . par& 10 . line ) D (p. 46 , para line.....)

11. COUJNICATION STRATEGIES

ZZLWK:l - If a recruiter is out there singling vith p p1lep people knov bim, take

him veil, be's doing scuet-ing right.

2 - Older people vill bring you lots of referale - they can be key. Ispecia11Y

if they vere in the Army.

3 - Older people in a co~unity are influential.

RULE: I - Don't forget older people in the co-unity.

SALES DECISION DECISION
mQOZrC1: CYCLE STATE ENTER PRIMMY PATTrM STATE EXIT TEST

-I I

2.I I I

. I i' " _ __ _

I I
.I T t I

I I
-. _______ I '___________ a _ _ _ _ _ _ __ _ _____

a U
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PlOTOCOL CODING VORSEREET

1. BACKGROUND IYOMbATION

X.D.: Coder 2 S 1 SEQ 16 CROSS-REF

lhzpooe: Prospecting. FEBA. in general

Cycle: Pros x Lp__ Qual_ W61- A x CIo B-0 DEP_ F-UP_ M/A__ 0 th

settins:

Bange: BEG (p. 46 . par& 7 ,line. ) In (p. 48 . paras7 line )

21. C011UNICATION STRATEGIES

BELMF:1 - Sold on his referral prosran 1002.

2 - In his area, employment opportunities are pretty bad. Point that out to

kids.

3 - Telephone power is important, but referrals york a lot better.

. - When you do a good job, people work for you rather than you vorking for the=.

ALME: 1 - Treat people like people. Let them come in whenever they vant. Talk vith

them, talk vith their friends -- coiumity involvement.

2 - Point out difficulties in employment in the area, to compare to Army.

3 - When prospecting it is important to think of the kid. not as a number

toward mission, but someone you can help toward a better life.

"ES IDECISION DECISION
EQUGNCI: CYCLE STATE INTER PRIMARY PATTERN, STATE EXIT TEST

a I II a a

__ __._ _ _ __ __I_ _ _ I __ _ _ _ _ _ _ _ _ I I__ _ _ _ _ __ _ _ _ _ _

I I I T

1 I1 I *1

* I I a4. __ _ __ _ I __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ '__ _ _ _ _ _ _ _ _ _ _
__ _ _ _ _ _ _ _ _ _ _ _ I __ _ _ _ _ _ _ _ _I __ _ _ _ _ _ _a_ _ _ _ _

a a I I

r. I I
, A -4
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PROTOCOL CODING VOB.XSHerT

1. ]LCKGRDO'JND INTORMATION

X.D.: Coder 2 S 1 SEQ 17 CROSS-R.F

Purpose: haintaining rapport, good attitude

Cycle: Pros_ iap.. Qual_ N&I_ FrA. Clo__ H-0 DEP__ F-Up_ M/A x Oth

setting:
SLane: EG (p. 49 . para 3 line .) M (p. So . par&.. line.....)

21. CO UNICATION STLATEGIIS

3ZZLI:1 - Going by the book doesn't alvays pay off. you say have to straY.

2 - If a kid coues in expecting a sales piteh, and you floP a book dovn in

front of bin, that's going to be pretty boring. You do better if you just pull

,p a couple of chairs and start talking.

3 - Doesn't think he has a style, just his ovn personality.

LUlZ: I - Ireak the ice by just talking about vhatever cones up.

SALES DECISION DECISION
SZQMUCI: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TE$.

o I
I II '
I I I T

z.SII I
___ ___ __ * _ _ _ __ _ _ I __ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

.1 51
I , I I
I I I S

I I I5.I I S S

*, S I I
, I ,AI
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IPRO70COL CODING WOM.T

I. SACKGROUND INFORATION

I.D.: Coder 2 S I SEQ, i CROSS-REF

Purpose: !apport, what things to stress in the interviev

Cycle: Pros__ lap_! Qual__ _1_ . E. A I Clo_ a-0 DEP__ I-p. M/A__ Ot_._

settima: Office

Range: 5G (p. 50 , par& 3 .line ) ZND (p. 51 ,. pars3 line..)

II. COMUNICATION STRATEGIES

ZZLi:I - Nis comunity is college -oriented, others say be different so you vould

have to adjust your style.

2 - He doesn't use the sales book, though be can, because be's sore comfortable

without it.

IULE: 1 - Put out ten flyers on each benefit in the RPI racks. When you go back, see

which ones have been taken the most. That will live you an idea of what people

are interested in.

2 - tesn't use the sales book because he thinks kids don't buy it. Too sales

oriented, they'll think he thinks they are just numbers.

SALES DECISION DECISION
=QUIN=: CYCLE STATE ENTER PRIARY PATTERN STATE EXIT TEST- - I . . I I " -

I I 1 I

1 I '

_ _ _ ___"I _ _ _ _ _ T_ _ I __

3. 4 I

I a4 I. __ _ _ _ __ _ _ _ _ _ __ _ _ __ _ _ _ __ _ _ _ _ _ o _ _ _ _
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PROTOL CODI C WORKSBEET

2. MACKGROVI INFORMATION

1.D.: Coder 2 S I SEQ 19 CROSS-REF

Purpose: Where to prospect. H/A

Cycle: ?rosx Rap_ Qual_ VI. PIA_ Clo_ H-O__ DEP_ F-UP_ M/Ax 0th

Seet-ag

11age: Z.G (p. 51,. par& . 1..  ) 7 eD(p. 54 . par s. .live.. )

21. COMMUNICATION STRATEGIES

KZLW:! - If you don't knov vhat'e going on in the comuity, you can endd -u loo'king

like a tool.

2 - Starting in a new ar", the phone is the best vay.

3 - School is the most dangerous place to do an interviev because of the peer

pressure. Feels better on his own turf.

- Gets along well with school counselors. Feels competition from Air Force

they spend more money on tours, etc.

ILMi: I - You must know what's happening in 7our counity (including eployment

opportunities).

2 - articipate in the co=unity, PTA, church, coach ball, etc.

3 Make arrangements before going out to school.

4 - Don't do interviews in school.

SALES DECISION DECISION
iQM[: CYCLE STATE ENTER PIARY PATTERN STATE EXIT 1ST

I .I l I
I ** I I

SII Io i

2. 1 1 1
3 . I I ' I

*II __ _ _ _ _ _ _ _ _ I
-%I I I '

- S I I
3. I I I I
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PROTOCOL CODING VO.KSmMT

1. IACKGROUD INFORMATION

2.D.: Coder 2 S I SEQ 20 CROSS-RU_

Prapose: H/A, sore incentives

Cycle: Pros__ Uap__ Qual__ "I. 711A Clo__ B-O DZ? l-U_ M/A x Oth

setti.g:

&J6ge: It! (p. 54 . para&6 line_ ) WND (p. 55 , par& 7 *line )

21. CtOWiNICATION STRATEGIES

V =:1- Any time you are told to do something, you are less receptive. It's better
if you have your ovn plan.

2 - Revards, competition, is vhat keeps him goin~g.
3 - Some recruiters have nothing to work for once they have gotten the highest

avard. Wouldn't work for hin, he'd have to Io back to his old job.

LZW: 1 - Someone telling you what to do makes you want to rebel. Always.

LUZ S DECISION DECISION
lxqUzU : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

•I I I

T T I
T. 1 I
I I 1

y. I F

S I I5. ________ ___________ I _______________ I ___________ I _________

1 T I
A 451
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PROTOCOL CODING VORXSZT

1. 3ACKGROUKD INFORMATION

2.D.: Coder 12 S I SEQ 2 CROSSRF_______________

Purpose: Pre-Q. FEBA. different Cat levels

Cycle: Pro@_ Rap_ Qual x W-I FEBA z CIO- B-0 DE?__ 7-U?_ K/A_ 0 th

Settift: Various, office mostly

Ranse: 3LIG (p. 55 , para 15. line ) ID (p. 60 .para, I line)

11. COMM~UNICATION STRATEGIES

2RE.U7:l - Different dealing vitb different Cat levels.

2 - lasier to sell Cat 1 because of more options.

3 - You can often tell levels, graduate or not, etc. when a person walks in

the door -- instinct.

A. - Dress, conversation. etc. can help determine Pre-Q. Va-tech students often

don't do weil on test.

5 - Race, sex, age don't matter.

RLE : I - Don't call lover Cat levels duies, let higher levels know they have more

opportunities.

2 - Lover Cat levels don't take baths, have long hair, sometimes ask if this

is the recruiting office (vith sigfn right in front of them, sometimes won' t

say a word). Hair and dress are inportant keys. Schools have dress codes

so a kid vho doesn't meet thez couldn't be in school.

3 - Can also tell through conversation. Ask questions-about courses, algebra.

etc.

SALES DECISIONi DECISION
SEQUIICZ: CYCLE STATE ZWTER PRIMARY PATTRN STATE EXIT 71ST

2.11
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IZPORT TYPE: PCI
I.D.: Coder 2 I UQ 21 CROSS-EF

ZLOCK
DESCRIPTION CONTINUATION

311.117: I 6 - Once you let females knov that they can't take combat related jobs,

it eases thLls.

1 7 - Lots of kids in his area interested in airborne.

8 - People vith diploma& are more likely to stay in the Army than those

I without.

3
I

$ I
I



PROTOCOL CODING VORXSErnT

2. SACYGROI.T INFDORPATIOW

.D.: Coder 2 S I SEQ 22 CROSS-REF

Purpose: Keepin s on top of DEP&
Cycle: Pros_ Lap_ Qual_ N&I- FIA_ Clo_ a-0- DEPx -UP_ J/A_ Oth-

Setting:

mAae: SG (p. 60 . par& 3 line_ ) ND (p. 60 . par& 5 *line_ )

21. C IOWNICATION STRATEGIES

1ZZ :l - You ean have a lot of input vith DXPs! but you can't really control them.

2U.: 1 - Keep in touch with school counselors of DEP6 to make sure they are doing ok.

2 - Have to stress to kids that not graduating is breaking their contract, they

lose everything.

3 - Let fezales know they can't get pregnant.

SAL S DECISION DECISIOt
S!QUIICZ: CYCLE STATE ENTER PRIKARY PATTERN STATE EXIT TEST

A-454

I I I I

a a I

__ _ _ _ I __ _ _ _

I __ _ _ _ _ I __ _ _ _ _ _ _ _ _ _ _ _
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PROTOCOL CODING VORISD.ET

1. IACKGROUND INFORATION

1.D.: Coder 2 S SEQ 23 CROSS-RF__

Purpose: I3A techniques and 9-0

Cycle:* Pros__ Rap__ Qual__ I4 REIA I CIO - -Oz EP_ 7-_ I/A- Ot__
Setting: Various. office mostly

Range: MEG (p. 60 , para 7 . line_ ) IND (p. 62 . par& 5 line )

11. COMMUNICATION STRATEGZS

W1 U :l - Girl friends vili stand by kid's decisions if they really care about them.

2 - Army is a great stepping stone to a career.

3 - Army compares favorably to business as far as opportunities.

im.: I - Convince girl friends to support decisions of guys vho vant to join. Play

on sincerity if necessary.

2 - Sell kids on the Army first, job second.

S=S DECISION DECISION
SQUD=C: CYCLE STATE ENTER PRIMARY ?AT7ERN, SATE EXIT 72 ST

I lI lF
,' I I T

1. I I I

I I I

*, S I
s.I I g

__ _ _ _ _ _l__ _ _ _ _ _ _ _ S __ _ _l__ _ __ _ _ S __ __ _ __ __ I _ _ _ _ _ _

* S I S
__ _ __._I__ _ _ __ _ _ _ I I '
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11. COMMUNICATION PATTERNS

VTZVII: Good examples of handling girl friend who objects. Several vays of
comparing jobs, selling features.

]PRDICA7: Via_ hAdx Kin z Oit-Cue_ Uns z Specific

ZTWW/Z
SDUIMTC: I-R i-Q . I-C__ I-A__. I-!___ P-C z Oth S-CON

PmATERN OPERATOR TECHNICAL RESULT OR OUTCOM
t ON I
PATfl.KS: H-4 Compares Army enlistment to big corporation job

I offer to convince kid's girl friend that Army is
a good idea.

CEQ with S-CO Love - not stopping kid's decision. Forces girl
" friend to focus on vhat's beat for kid, not just
herself. Not villing to vait a marriage wouldn't
work smyhow.

("if your goal...and you don't have the money...
then the Army can help.")

PAMTXN' OPERATOR TECHICAL RESULT OR OUTCOM EXVWME

PATTfLNS:

A-456



REPORT TYPE: PW

2.D.: Coder 2 S I 2SQ 23 CROSS-IEF

PATTERN OPERATOR TICNICAL RESULT OR OUTCOME

&ATXKTXS: iE-D P Purpose of Aray ian't to get 20-year people only.
but to open doors for kids.I

CID J Describes aspects of jobs sisilar to wbat kid vants
to do. even if the job itself is in another field.

tI

I
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RO7OCOL CODING VORKSE UT

1. AACKGROUhND INWORATIl

.D. : Coder 2 SI SEQ 24 CROSS- _ ___

Purpose: Teachinj DEPs about the Ar y

Cycle: Pros_ &p__ Qual_ 61. FEi__ Clo_ 5-0 DIP x 7-UP_ IM/A_ 0 th

setting:

Bange: EG (p. 62 , par& 7 line ) ND (p. ,par& 8 ,line )

1I. C0OMUNICATION STRATEGIES

ZZLW17:l - It helps get kids ahead a little to give them some training and information

vhile in DIP. Kids live good feedback later.

2 - Prefers group functions because he has 5 high 8chools, kids get together,

it can help them if they to to basic together (it helped him).

RULE: 1 - Teach kids about changes in Army, soze drill, exercise, rank structure,

other standard DEP stuff.

2 - Let newspapers know when a kid joins, job, where he's loing, how to contact

hiz, etc.

SALES DECISION DECISION
3EQUICEC: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT T7S,

-- I I a
II I I

S S I
* ' ' 1 a

,.II T I
___I I I I__

I 8
*. I I '
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PROTOCOL CODING VORKSHEET

2. ZACKGROUND INFORMATION

I.D.: Coder 2 S I SEQ 25 CROSS-RE?

Purpose: 1 & I. TEA. sajor life goals, vorking vith families

Cycle: Pros_ Riap__ Q ul_ X&I x . E A z Clo B-0. DEP F-UP M/A__ Oth

Setting:

Range: BEG (p. 65, para 2 , line ) KKD (p. 67 , par 3 , line_ )

21. COMMUNICATION STRATEGIES

Sri- :l - Working with the family, setting then behind you, is very helpful.

2 - It helps to demonstrate the value of education combined vith job experience,

for later civilian employment.

3 - IEBA is basically feeding back vhat the kid Save you in N & I.

. - A lot of parents put the idea of college in kid's heads, but the kid might

not really want that. You have to listen effectively to pick it up. ie didn't

used to pick that up, but does nov.

5 - If you listen, kid will tell you exactly what to do to close the sale.

3L1: 1 - Have and use a progran that shows how jobs in the Army will help in

civilian ez loyment.

2 - When you have N & I, just feed it back to the kid in terms of your programs

and wait for him to shake his head yes.

SALES DECISION DECISION
SIQOKECZ: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I I I

I a a

I I I
1. 1 i I _ _ _ _ _

2. 1 1 1 1

I 5I

_ _ _ _ _ _ _ _ _ _ I_ _ _ _ _ _ _ _ I _ _ __-4_ _ _ _



APPENDIX B

PRIMARY COMMUNICATION SKILL REPORTS

1. COMMUNICATION SKILL

A. BACKGROUND INFORMATION

I.D.: Coder 2 S(s) A,CD.E.GH SEQ I CROSS-REF PCSR (2, 3. 4, 5, 6)
OUTCOME: Find prospects and make appointments.

CYCLE: PROS x RAP_ QUAL__ N&I FEBA- CLO_ l-O DEP__ F-UP__ 1/A_ OTH

LOCATION: STA x H.S. x CLG x HON x FOOD x STRT x MAL x CIV x MEPS x SAS x OT x

CONTACT: FACE x TELE x LTR x SPCHX RPI x OTH x

PLAYER: PROS x PRNT x DEP x NLST x CIV-LDR x RSCG x MPGC x FRND x REF x OTH x

3. OVERVIEW

RECRUITER

ADVAKNTGE: 1 - R will be able to build and control a referral system along with cold

calls and advertising.

2 - R will have several ways of introducing himself and quickly establishing

rapport in person and on the phone while meeting new prospects.

3 - R will have ways of introducing the concept of the Army to prospects in

initial contacts, creating interest and curiosity, while gently setting up

his sales presentation.

SALES SK IL

DESCRIPTION: I - Getting referrals depends on maintaining rapport with referral sources

and motivating them to supply names and/or introductions of prospects.

2 - The R introduces himself by name, in a friendly informal way. If he

has some information on P, such as test scores, impending graduation, etc.

he congratulates P on this and asks about his future plans. He accepts all

information, comments, and paces to establish rapport.

II. COIUNICATION PATTERN

A. PATTERN

DESCRIPTION: 1 - R builds a referral system using cold calling, area canvas-

sing, publicity, and other ways of finding prospects.

2 - R makes initial contact with P. gently introducing himself, using

whatever information he has available about P. and begins to establish

rapport.

B-1



REPORT TYPE: PCSR
I.D.: Coder 2 S(s) AC,DE,G,H SEQ I CROSS-REF PCSR (2. 3, 4, 5, 6)

IBLOCK
DESCRIPTION CONTINUATION

RECRUITER

ADVANIAGE: 4 - R will know how to use closing techniques to get good appointments.

along with briefly pre-qualifying when x3ppropriate.

5 - R will be able to handle objections to the concept of the military

and overcome these to either not the appointment, or at least establish

and maintain rapport for future contacts.

6 - R will learn to follow-up to remind P of appointment, and maintain

rapport and enthusiasm.

SALES SKILL

DESCRIPTION: 3 - R takes whatever information P has given and relates it to possible

Army opportunities. He may ask if P has thought about service, or

certain benefits of service. Creates curiosity by dropping hints about

some benefits, without giving details. This sets up later sales presen-

tation and gives opportunity to close, just as in the rest of the

sales cycle.

4 - R uses standard closing techniques to ask for appointment.

5 - R uses standard H-O techniques to handle initial objections, turn

them around, or maintain rapport.

6 - R follow-up to remind P of appointment and maintain rapport and

enthusiasm.

PATTEPRN
DESCRIPTION: 3 - R next gathers more information about P by asking brief questions.

The answers R get& to his questions, move him into a small version of

the entire sales cycle in which he gathers N&I, relates these to Army

opportunities as in FEBA while generating curiosity and setting up

later presentations. R then closes for the appointment, handles any

objections and gets confirmation. R later follows up to insure that the

P will actually come in.

B-2



3. BLUEPRINT

ST P.O.
OUTCOME PROCEDURE (What to Do. When to Stop) TYPE OR 0/

1 !To get referrals from !Maintaining rapport with referral sources is
'as many sources as ldone through constant contact and real interest
'possible. lin the referral source as a person. All the

patterns of rapport are used (see also PCSR 2).
!Motivation is done in a variety of ways depend-
ing on the source, including techniques of

! closing (see PCSR 5). R invariably uses pre-
!supposition to assume that the referral source
!knows other prospects and will provide them.

a) If the source is a DEP he has zany more :P.FP-CON,
motivating techniques ranging from incentives 1S-CON,
such as promotion, to using the DEP's sense of !C-POST,SD
camaraderie with his friends, to directly order-'
ing him or her to help out. hese cover the
:range from softeners such a C-POST and SD. to
'more direct methods such as S-CON and MO
'(necessity), to painting pictures using FP-CON
'and many of the techniques of FEBA (see PCSR 4).

b) With adults such as parents or school P,A-OUTIN
counselors, the R will generally take more of a :AWARE
peer role stressing that. they all have the
same goal of bettering the lives of the kids.
!He will use softeners such as AWARE, A-OUT. INT
:to stress the outcome of the referral. He will
!also use humor and cite mutual experiences to
'convince the referral source of the value of'the military.

c) If the source is a prospect who turns out :MOMR,
!to be unqualified, for example in the initial !C-POST,YB-
:phone call, the R uses already established rap- !CON.C/FS,P
:port to expand the idea of the Army, and what

'it offers, to include the person's friends who,
!it is presupposed, may be interested and quali-
afied. R will use softeners and TU-CON and C/FS
'to change the subject of discussion from the

lunqualified P to his or her qualified friends.
This process is generally limited to unqualified'

IPs who show real interest in the Army.
I ~II

1 d) With new recruits and enlisted personnel, lC-POST.C/FS.:
lthe R will use a wide variety of patterns to lUV.P,CEQ,MO,
amotivate for referrals, depending on the person INEG-COM,

Iand his relationship with them. 7hese include IC-LINK,
!most of the patterns of FEBA and CLO (see :S-CONR/S,
aPCSR 4 and PCSR 5). :C/FS,BOC,IN,
SSCO-AY,,AFV

B-3



REPORT TYPE: PCSR

ICoder 2 S(s) A.C.DEG.H SQI CROSS-RD PCSR (2. 3, 4. 5. 6)

3. BLUEPRINT (continued)

ST P.O.
-j , ,,TCOME PROCEDUTR (What to Do, Uhen to Stop) TYPE OR 4/

2 lIntroduce himself and : a) If I is calling cm phone, be introduces hP,MRPF
'establish rapport. !hiaself by name, not as amn Army recruiter. He !(see.also

Imay say he's with the Army, or representing PCSR 2)
*"Army opportunities" or same other euphemism.

*If he has some information about P he will men-
I tion this and coment an it in some positive
'way, usually presupposing accomplishment, pride.,!- etc. Hie will then ask a general question or 1

I!tw about P to get a sense of uhich direction to
!go and a sense of how much to do over the phone.:
le will pace each ansver in sae way.

b) If R is out canvassing. he may simply

:approach every person be sees, greet them. and
1ak them to join the Army. hare likely. he
:will use some personal criteria to pick likely
!Ps to approach. Re will simply greet them and
'comment about whatever is happening im the
!situation, or whatever he feels may give him an
!opportunity to lead into talking about the Army.!
:He will pace, using whatever the P or Ps pro-
,vide him.

3 :Introduce the concept a) R takes whatever informaxion P has given I'MR, F, C-
!of the Army and its vhile establishing rapport a" elates it to 'POST, JARE.:
'possible benefits for possible Army opportunities. Be may ask if P ,RE-DSD,N,
,P. has thought about service, or certain benefits 1M0,UV,C/D,

'of service, or even presuppose that be already lC/U,c/FS!has. He will use P. C-POST, IR, AWARE to

'softly slide into talking about how the Army
relates to whatever they just %alked about.

'hay c/U t tALk about service to cutry or C/D
'to talk about specific benefits. Xay also C/D
or C/FS to Sather sore specific infomation
!about interests (Mat kind of car are you
*looki S for?") to set up FRA.

b) R may directly challenge P. even before
!greeting, introduction, or establishing rapport.'.
to startle P into thinking about Ary. He may
!use presupposition or C-POST such as: "Is
!this what you want to do for the rest of your
'life?" This is usually used with a kid working
!in a fast food place or a car wash.
IB-4
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REPORT TYPE: PCSR

I.D.: Coder 2 SCs) A.CDEGH SEQ I CROSS-REF PCSR (2. 3. 4. 5. 6)

3. BLUEPRINT (continued)

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR #

I c) R vilI generally try to create curiosity
!about the Army by dropping hints about some
obenefits. vithout giving details. He may take
iso.ething that was mentioned and use presupposi-,
Ition or RE-D, or S-CON to turn it into something
Ihaving to do with an Army benefit, but then
!only ask if P was aware of this opportunity.
!without explaining. He may further use a nun-
:ber of vague statements including SD's, N's,
!UV's, and MO's (possibility). Whis sets up
!his later sales presentation and, if P seems
',intrigued, gives R the opportunity to close
for the appointment.

4 lClose for appointment.!Standard closing methods of conditional, trial. IP,RE-D.S-

!or two-choice closes (see also PCSR 5). :CONNFG-Q

I _

5 :Handle objections to :R uses all the standard techniques for handling 'P.AS,C/FS,
!Army, service in lobjections. He will use softeners to maintain :UV.A-OUT,YB-,
general. or appoint- !rapport while gathering more information. He'll:CONMR,C,
:sent. !use RE-D's and other reframes to change meaning iAWAREC/U,

lof objection and turn it around, while pacing CEQ.INC/D,
Ito maintain rapport. He may use YB-CONs, FP- RE-D.TAG.
ICONs, and other means to accept objections and lothers
'then negate them with either comparisons, or 'possible.
linformation the P doesn't have that could change:
1his mind. He will also, sometimes, anticipate
!objections as a way of pacing. If all else
!fails he will use A-OUT and FP-CON to allow for
'later changes of mind and/or plans so that P
!can be contacted later, or come in himself if he'
ovants. Rapport is maintained as well as
!possible at all times (see PCSR 6 for fuller
!descriptions).

6 Follow-up on appoint- R calls P before appointment to remind him of 'PMO.various
Isent. 'it and maintain rapport. If he has doubts others.

!about whether P really intends to keep the
$appointment, he may challenge him directly with
IHO and other patterns to instill guilt or re-
Isponsibility. Be say also have P repeat back
!the time and address of the meeting to test
!him. Be may even mention incorrect time or
!place to P to see if P corrects him with proper
information.
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PRTIARY C WUN1CATION SKILL REPORT

1. COKMUNICATION SKILL

A. ICGROUND INORMATION

.D.: Coder 2 S(s) D.EG SEQ CROSS-REF PCSR (1.6)
OU71CO: Establish rapport with P, as veil as others, maintain or re-establish rapport

CYCLE: PROS_ RAP x QUAL_ N&I__ VEA_ CLO 2-0 DEP_- F-UP__ /A__ OTH

LOCATION: SIA z U.S. z CLG x ROM x FOOD z STRT x VAL x CIV .x NPS x RAS x OTH x

COWUCT: FACE x TELE x LTR z SPCHl x R.IPx OTH z

LATER: PROS x PR1T x DEP z NLST z CIV-LDR .x SCG • HPGC x FRND z REF x O'T- x

3. OVERVXW

RECRUITER
ADVANTAGE: 1 - R will be able to establish rapport on first contact, prospecting. etc.

2 - R will be able to establish and maintain rapport with P during initial

appointment.

3 - R will be able to gain and maintain rapport with others in community

besides P's. such as referral sources, family uembers, etc.

4 - R will be able to avoid problems which may hurt rapport, as well as

maintain or re-establish rapport in the face of objections, challenges or

other conflicts.

SALES SKIL

DESCRIPTION: 1 - R viii determine ways to approach people in a non-threatening way, at

well as communicate vith them in a way that establishes rapport. He may

join in activities, such as sports, that P's say be involved in.

2 - R recognizes signals from applicant, verbally and non-verbally and

responds based on these. He uses PF accordingly.

3 - R recognizes the needs of people other than P and responds on whatever

level of comunication people need to feel at ease and want to comunicate

and help.

II. COHMUNICATION PATUERkN

A. PAT7RM

ESCRIPTION: I - R uses softenilg'techniques to gently establish rapport with P, and

Ilet P to feel comfortable and to talk freely, on first contact and again

during the initial appointsent. R uses verbal and non-verbal signals

from P to judge how, and how quickly to proceed. _ individualizes this

process for each P based on these signals.

a 6



REPORT TYPE: PCSR
I.D.: Coder 2 S(s) D,E,F,G SEQ 2 CROSS-REF PCSR (1,6)

BLOCK
DESCRIPTION CONTINUATION

OUTCOME: when necessary.

SALES SKILL

DESCRIPTION: 4 - R handles objections and challenges, using normal H-0 methods that

soften, reframe, or diminish problems and maintain or re-establish

rapport as necessary.

PATTERN 1

DESCRIPTION: 2 - R vill use these sane techniques, also individualized, in vorking

vith others he has contact vith such as counnity leaders, school

officials, family members of prospects, and other referral sources.

3 - R rill also use these techniques to re-establish rapport if it has

been damaged or threatened in some way.

B-7



Z. BLUEPRINT

ST P.O.
, OUTCOME PROCEDUI, (What to Do, When to Stop) TYPE OR 0

1 !Establish rapport on lUses "soft" introductions and other prospecting (see PCSR 1):

'first contact, techniques (see PCSR 1). He may join im
prospecting. activities, such as sports, that P's way be

,involved in.a I

2 !Recognize signals " a) See Rules and Beliefs for signals I pays ISee Rules
'given by P both ver- !attention to. and Ieliefs
Ibally and non-verbally!
and respond appropri- I b) Uses a variety of softening techniques. !C-POST,P.MO,

lately to establish Ipaces content, and uses presuppositions, to ,hIARE,YB-

land maintain rapport. Iset P at ease and get hi to trust and open up ICON.C-EXS-

'to a. ICON MF (metal
!Conent),
!aRE-DTAGIN
!--All within!
'PF-CON.

c) R may change setting of interview, or ,.
have others present (or not present), if he
!feels it is necessary to make P comfortable.

d) R uses various techniques of chunking to !C/DC/U,P
'individualize presentation, personally coupli- IS-CON

Iments P, and does vhatever is necessary to let
IP knov he is thinking of him as a person, not

,just another prospect.

3 Establish rapport 1R recognizes goals of others: welfare of kids. ',PMF.IN,CEQ
!with others besides Igood of the con=unity, etc. Uses pacing
P. 1patterns to express these to people in soft.

non- threatening ways.

4 !Handle challenges and All the techniques of H-O. within pacing frame- IMr(meta-

:objections while stillwork. Reframes, softeners, yes-buts. etc. Ico=ent),K ,
isaintaining/enhancing aIN.P,AS,

or re-establishing
!rapport. a OUv
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PRIMARY COMMIUNICATION SKILL REPORT

I. COMUNICATION SKILL

A. ACIGROUND INFORMATION

I.Do: Coder 2 S(s) G, B SEQ 3 CROSS-REF
OUTCOME: Get accurate and complete information for both Pre-Q and N & I.

CYCLE: PROS_ A QUAL x N&I x FEBA. CLO_ H-- DEP_ F-UP_ M/A_ OTH

LOCATION: STA x B.S. CLG HOM FOOD STRT MAL CIV IPS RAS OTH

CONTACT: FACE x TELE x LTR_ SPCH_ 1PI OTH

PLAYER: PROS x PRNT DEP NLST CIV-LDR HSCG MPGC FRND REF 0"d-

I. OVERVIEW

RCRUITER

ADVANTAGE: I - Recruiter will be able to obtain accurate and complete information from

P by setting a framework conducive to truthfulness and thoroughness. He

will do this in a way that sets up his FEBA presentation.

2 - R will be able to motivate P to give further information when necessary.

SALES SKILL

DESCRIPTION: 1 - Once rapport is established. R will set the frame and control the

nature of information sought regarding level of specificity to get infor-

mation that is as accurate as possible and as complete as necessary so

that he can accurately Pre-Q P and gather his N&I. including P's DBM.

He does so in a way that will help set up his sales presentation.

2 - R will get P to cooperate once the frame is set.

I. COMMUNICATION PATTERN

A. VATIER

JESCRIPTION: R - will set frame and control the nature of information sought regarding

level of specificity. He will generally begin by seeking very general

information to get P to talk freely about his past (Pre-Q) and his intended

future (N&I). He viii move toward more specific information in each case.

This will set up FEBA for R and lead his right into which benefits most

satisfy his N&I within his level of qualification.

.-



REPORT TYPE: PCSR
I.D.: Coder 2 S(s) G. 1 SEQ 3 CROSS-REF

BLOCK
DESCRIPTION CONTI NUATION

PATTERN

DESCRIPTION: 2 - R will use lots of motivational patterns to get P to cooperate.

These range from wild speculation in N&I to actual coercion in Pre-Q,

depending on R's personal style and the seriousness of the situation.

B-lG
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Z. BLUEPRINT

ST P. 0.
OUTCOME PROCEDURE (What to Do. When to Stop) TYPE OR

a I

I 1R viii set the frame I a) R viii begin by going for complete and !UQ.C-LINK.
and control the natureltruthful information in Pre-Q. using UQ to get CE,P
!of information soughtlthorough information, e.g.. "I want to know
!especially regarding leverything you've ever done in your life." Re
Ilevel of specificity, !say use C-LINK or other CE patterns and pre-
:to get information !supposition to suggest or even virtually order
that is as accurate 1P to be truthful, e.g.. "I won't lie and you

'as possible and as 'von't lie." I
!complete as necessary.,

b) R vii next try to get more specific C/DCEQ,P, '

information by chunking down and using soft IC/FS
Itransitions that maintain a high level of
',rapport such as CEQ to make it seem natural
',that P would have to be very specific about his
:qualifications. For example, in the case where
IP may be interested in intelligence or
security work, R may use CEQ, "You may be in
a job where you'll need qualifications like

* mine."

c) To get general N&I information, R will C/U,PF.M-4,
:often first get P talking about himself using iAIFM0
1C/U and PF. He'll then set up hypothetical
!situations which allows P to let his mind

wander freely using M-4, AIF, HO and other
*patterns, e.g.. "If you could have anything
Iyou wanted, what might it be?"

a a I

I d) R will then get more specific information.IC/D.P,

!such as the DBM, by C/D. P, C-POST and S-CON :C-POST,S-CON:
Ifor softly sliding into the possibilities,
'e.g., "You can join for what you want..." or

"'Is that what this means to you," or "Which
lof these is most important?" or "If you could
1have all of these. which would you want most?"

' e) When R feels he has enough information, !N.SD.S-CON,
The will begin to relate interests to some aN0.RE-D.
!aspect of Army service usin a variety of IC-EX

',patterns including vague statesants using N
land SD, reframes and contingency patterns to
relate one thing to another. e.g., "If you've
'though about that, then you've already thought
aabout 'service to your country. '

a I I

a _______________a __________________________-_____



REPORT TYPE: PCSR

2.D.: Coder 2 S(s) G. B SEQ 3 CROSS-REF

B. BLUEPRINT (continued)

ST P.O.
#. OUTCOM PROCEDURE (What to Do, When to Stop) TYPE OR V

2 :To get P to cooperate a) In cases where R is not sure he is getting,,P,S-CON,
'once the frame is !accurate or complete information, he may try C-POST
set. 'to trick or startle P into giving something

ahe was holding back by direct threats of
limprisonment if P is caught lying (within

'regulations) using S-CON or other patterns.
Thia works especially where P wants some
!apecialized job in which security, and there-

fore complete background information, is
!important. More gently, he may presuppose
!some problem to get P talking quickly and
'freely, e.g., "What about the glasses your
:sister told me about?" or "I heard your friend
!say he saw you smoking dope last night."

b) If R doesn't believe P is trying very 1c-POST,1A-4
'hard to give him good N&I information, he may "IM.P
'gently ridicule P to motivate him by slightly
!changing the frame using C-POST, M-4, MY,
'e.g., "We are both intelligent people ... you
should be able to think of something that
interests you," or "My small child could
answer these questions," or "There must be
:something you're interested in."

aB a
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PIaAR! COOIUNICATION SKILL REPORT

I. COMMUNICATION SKILL

A. BACKGROUND INFORMATION

-Coder2 Ss) A.C.D.FG, SEQ 4 CROSS-REF PCSR (1. 2, 3. 5. 6)
OUTCOME: Present information to P in a way that will make him or her want to join the

CYCLE: PROS RAP_ QUAL_ &I kiBA x CLO 1-0 DEP__ F-Up M/A_ OTH

LOCATION: STA x B.S.__ CLG_ HOM__ FWD01 STRT__ IAL_ CIV_ MEPS_ ZAS_ 0TH

CONTACT: FACE x TEL_ LTR SPCB RPI OT

FL UR: PROS x PRNT x DEP_ NLST CIV-LDR RSCG_ MPGC__ FRNDx REF OTH

S. OVERVIEW
RECRUITER

ADVANTGE: 1 - R will be able to easily determine what category of P falls into as a

buyer of the Army, on several levels.

2 - R will be able to decide which products to concentrate on with P to

enhance P's interest in Army and motivation to buy.

3 - R will be able to present information to P in a way that P will understand

and respond to favorably.

SAES SKILL

DESCRIPTION: 1 - R determines situational categories P falls into, as well as attitude/

interest categories based on already determined N&I. He also decides if

the conditions of the interviewing session need to be altered to enhance

his presentation.

2 - Based on N&I and on category determination, R decides which products

to concentrate on.

It. COMMUNICATION PATTERN

A. PATITERN

MZSCRIPTION: I - R determines, if he has not already in previous steps, how P falls

into each of the following catesories: Cat level (seneral intelligence),

income level (family), education, current york/school status, family/

marital status (including financial responsibilities, needs), service

status (attitude, prior experience, family involvement. etc.). He also

decides if the conditions of the interviewing session are conducive to

his presentation to P. .. ..



REPORT TWTE: PCSR
I.D.: Coder 2 S(s) A,CDFIG,. SQ 4 CROSS-REF PCSR (I, 2, 3, 5, 6)

BLOCK
DESCRIPTION CONTINUATION

OUTCOME: Army and set up the close
SALES SKILL

DESCRIPTION: 3 - R uses decisions from 1 and 2, coupled with sales presentation skills,

to design and present information to P. that is most personally relevant

to P, and in a vay that will relate to P's N&I, enhance his interest.

motivate him to vant to buy, and set up the close.
PATTERN

DESCRIPTION: 2 - R then decides, based on all previous information gathered, vhich

products, in addition to the Army as a whole, be should concentrate

on selling to P: service, stability, education (incl. money), train-ng,

job, adventure, life experience (including travel).

3 - R then goes through FEBA, step by step: 1) Introducing facts;

2) showing evidence; 3) giving benefits (a) related to N&I. (b) providing

experience/painting pictures, etc., (c) convincing P of personal value/

relevance); 4) getting verbal agreement/feedback based an R's

presentation.

B-14



3. BILUEPRIIIT

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 0

Determine how P falls lI) R rates P on each of the following !No specific

linto certain cate- Icategories: ipatterns

lgories and adjust lidentified.

!the conditions of the a) Cat level (low, high, very high)
'interviewing session.

if necessary. b) Income level (low, high, very high.
moderate)

c) Education level (US grad, non-ES grad.
tech training, college or college grad)

d) Current work status (in school, in
'training, working - at less than a desirable
Ijob, doing nothing)

e) Family status (single, engaged or boy/

girl friend, married, dependent family)

f) Service status (interest level [already

!sold on Army, sold on service - but not sure

!vhich], attitude of relatives or others
exerting pressure, prior service other factors)

12) R also decides if the conditions of the
linterview are conducive to his presentation.
!There are several possible conditions R say

Ifind himself in with P(s):

a) P alone with R

b) Multiple applicants vith R

c) Parents/family present, influencing P.

IR must decide bow to proceed based on P's
lability to make a decision. In some cases R

!can simply present to P with no problem. In
aothers this may not be vise.Ia
'If there is more than one P, for example if
Itwo friends come in together. R will have
Ito determine two things: a) Will the two
lapplicants help or hinder one another through
Itheir influence; b) Are their 3I1'1 close
Jenough together to allow t to efficiently
#present to both.

B-15



REPORT TYPE: PCSR

I.D.: Coder 2 S(s) AC,DF,GH SQ 4. CROSS-BEF PCSR (0. 2. 3, 5, 6)

3. 3LUZPRINT (continued)

ST P.O.
OUTCOM PROCEDURE (What to Do, When to Stop) TYPE OR 1i

-r I-

'If R feels he can use their relationship to his
'advantage, for example setting up a friendly

'competition between them so that they work
'toward joining, then it say be helpful to keep
ithem together. If R feels that they are
!pressuring each other too such to be able to
Isake good decisions, or use good judgement
!based on their own needs, be should separate
them.

I I

hIf they have similar N&I, R can save time "-d
:use their relationship to enhance his
!presentation. If their N&I are very different,
!they should be separated and each talk to a
different recruiter if possible, or as a
second choice, sake separate appointments.

!Another major decision R will have to make is
Swhether P can make his own decision about

ajoinlig the Army. He say not be able to
Idetermine this until an objection comes up
'later, but if he can do so at this point he
!may be better off because he can change the
conditions of the interview to include, or
exclude, other significant people in P's life
!who could affect his decision to join, or not
!join. the Army. 7hese include parents,
:siblings (especially those in the service or
'with prior service experience), girl friend

'or boy friend, fiance, etc. It is wise to
include any of these people in some portion

aof the sales presentation if they could help
aor hinder the sale. It is also wise to save
!some significant other person, speclfically
!relevant to that person's needs or interests.
!since the recruiter is better equipped to do
!so than the applicant.
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REPORT TYPE: PCSR

I.D.: Coder 2 S(s) AC.D,F,GH SEQ _ CROSS-REF PCSR (1. 2. 3, 5. 6)

Z. BLUEPRIUr (continued)

ST P.O.
# OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 0

2 IBased on N&I and on IR has gathered N&6 already, as well ac deter- INo specific
,category determina- Imining how P falls into each of the above 'patterns
Ition, R decides which [categories. R nov must decide which product(s) identified.
!products to concen- to sell specifically. le has the following
trate on. * general products:

1) Army as a whole

2) Service to country
3) Stable future/help for family
4) College/education (after Army money for

Ilater a
5) College/training/education (during service)!
6) Job (work, income)

7) Adventure

8) Life experience (icludig travel)

aR sells Aruy as a whole to everyone, regardless
of other products, but in a personalized way.
The same goes for service to country. though
this is highly stylistic among recruiters. If
he has established a DB1 that seems logical

'and possible to meet to him, then that is what

!he should sell. Beyond that there are no firm
:rules for who be should sell which products to.
Iif he is not sure, there are some generaliza-
Itions that can be made - relatively safely.
he following relationships between category

'determination and products are meant to be used
!only as guidelines, or a place to start, not

-! jrules. Each may be entirely inapplicable for

!a particular P. R must determine through
feedback, verbal and non-verbal, from P, if he
is on the right track.

Cat levels: Low
e Job

Train/ed.
Stable fut.

Coll/ed.
any

Very aish

Adventure
Life exp.a a a a



R.PO.T TYPE: PCSR

I.D.: Coder 2 S(s) A.C.D.FG.H EQ4 CROSS-REF PCSR (1. 2. 3. 5. 6)

3. BLUEPRINT (continued)

ST P.O.
El OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 1/

:Income level: Very Low
Job
Stable fut.
Coll/ed.

Moderate
any

Very High
fife exp.
Adventure

'd. level: Non-rad/ tr.

Tra•in/ed
Job
Coll/ed

UlS Grad/Coll
Co1-ed.
Adven ture
Train/ed

Coll. Grad.
Adventure

Li*fe exp.

Current Wor k/nothin&
status : Job

Ta&.n/ed. Job

Stable fut.

Tr&LUing
Trailn/ed.

SchoolEo* =I*d.

Adven tur e

B-18
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REPORT TYPE: PCSR

.D.: Coder 2 S(s) A.CDiFG.R SEQ 4 CROSS-WTF PCSR (. 2, 3, 5, 6)

S. BLUEPRIUT (continned)

ST P.O.
U OUTCOME PROCEDURE (What to Do. Uhen to Stop) TYPE OR ,

Fzaml&y Single
Istatus: Any
II

ngaMe./g or b

1 a Job
Stable fut.
Coll/*d.

'! arried/dep. fan.

Stable fut.
Job
Train/ed.!Service status: is relates sore to bow to

I~sell P than what. or which products. to sell.

3-- jRue eiinHere R actually goes through the sales presen-
:from I and 2, coupled ltation to P based on 1ER: Facts - Evidence-
, with sales present&- lBenefits - Areement.
:tion skills, to 1!design and present )Facts: Basically. R inroduces products C-POST,

,information to P. that:P has shown a need for or Am interest in, based IAWARE, other!
!is most personally lon steps I and 2 above. 'This is simlar to Isofteners,
! relevant to P. and in !the sections of prospecting in which he gives jCEQ

-1 :& way that will relate basic information, in a way that will create
!to P's N&I, enhance ;curiosity and motivation to want to learn sore.
'his interest. motivate R will use softeners such as C-POST and ARE

j iz to want to buy. :to introduce the product or fact: "Have you
l and set up the close. lover thought about ... ?" Be say use CEQ or

!other patterns to create curiosity or
Ifamiliarity: "Jumping out of & plane ...

: unusual. not something evryone can do."

|b) Evidence: R say used to present evidence jM-4
'to legitimate his facts. or the existence of
!the products he has introduced to P. He can
!use the actual contract P could sign, the sales
[!book with its pictures. or Join. Rn ay also
~use his personal experiences in the Army a
lI& M-4: "Let so tell you how I did it." host
lof this is & setter of recruter style and the

!lindividual needs of P.tBlft

B -1



REPORT TYPE: PCSR

I.D.: Coder 2 S(s) AC.DF.G.H SEQ 4 CROSS-REF PCSR (1, 2, 3. 5. 6)

B. BLUEPRINT (continued)

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 0Y

c) Benefits: R will relate products to
IN&I in a vay personal to P. Be viii create
!the experience of the benefits P viii gain
from the products. There are three overall:steps in this process :

1) Relate products directly to *&I. UV,P,MHOC,
*, YI-CON.MO.

Smay use UV, F and MR to vaguely connect 'A-0UT.MF
specifics to P's desires: "...letters of
omendation ... something an employer will

look at ... " or, "I'm sure you're the type

who vants to excel ... "

R say also use HOC and YB-CON to match the
priorities in vhich P wants to accomplish
his goals, qualifying what he says using

MO, as a softener, or a vay out, in case
his suggestion isn't vell received:
"...you vant something that's sore of a
challenge ... unless I'm misreading you,
continuing education is important, but not

a at this point ... eventually ... " Similarly
he'll use A-OUT: "You've accomplished this,
now ve'll put you through ... " to offer a
unique opportunity different than what P
has experienced before.

R may further use presuppositions and MF to
both introduce possibilities and maintain
rapport with the use of "ye" or us":
"Well let's take a look at it ... let's
thik about what you want to accomplish."
This enhances rapport, introduces the
product, and gets P thinking about what the
product will do in terus of his goals.

2) Provide the experience - alter P's aFP-CON.M-4.
perception of time/place throuah: ISTRTCHIN,

fantay/painting pictures; chais/metaphors/ 'IC-POST.UV,
strategies; role play/role reversal; other !MRPSUB-T,

patterns. !RE-D, EQ.
a IAWARE.MOKBG!

a a tEG-Q.YB-CONR
!aEIE,.c/U.

-TENSES-CON

B- 20



REPORT TYPE: PCSR

I.D.: Coder 2 S(s) ACD.F,G.H SEQ 4 CROSS-REF PCSR 0l. 2. 3. 5. 6)

B. BLUEPRINT (continued)

ST P.O.
# OUTCOME PROCEDURE (hat to Do, When to Stop) TYPE OR 10

There are many patterns R can use to enhance
his presentation in terms of creating an
experience of the benefits for P. These
techniques Laclude overall principles such
as strategies. chains, FP-CON, and M-4's.

These are gessma~ly designed to take P, or
some other player inab a a parent or friend
into the fums vhere they can iasgine the
accomplishmet and successes that go along
vith enlistmen. Because of this it is
often important for R to knov how to begin
and end one of these, as vell as using what
comes in the uidle.

Beginning:

R will usually begin by introducing an
image to P in the ssual soft introduction
methods such as C-POST and, quite often,
UV: "Have 7mu ever .hought about jumping
out of an a ane?"

R may also begin by creating unpleasant
feelings - i. he is sure he can repair them
to his benefit later by using FP-CON, MR,
and P: "You re going to hate me ... "

If R has especially good rapport with P,

and senses thm P admires or would like to
emulate him, be may set up a role reversal,
using SUB-T in the M-4, to begin: "...
think about six years from nov you might be
behind this desk talking to a young man just

like I'm talking to you."
For a particularly unpleasant feature, to P,

R may begin by refrasing it to set up a more
pleasant image (in this case of basic
training) using RE-D, Q, IARE, and NO:
a .. true adventure ... Rave you ever been
camping before? ... look at it as a camping
trip ... " This not only reframes the sub-
ject, but also anticipates the objection.

a a3a2a



REPORT TYPE: ?CSR

I.D.: Coder 2 S(s) A.C, D.,V.G SE O, A j4 ?CSR (1, 2. 3. 5. 6)

D. ILIMPE T (rmtisse")

ST P.O.
OUTCOME UMXMM (Wh z m i. Wbei to S top) TYPE OR 0

onc ab fanwaifm. n mg

II muts ? to bim• bne m introduced or
created, a geeds s= i t through to
SI Pas -.l9 m as possible.

a I m now put P m Z&UL-y into the picture

by uing IBG and p modifiers:
a ... you' r in ths pet. black truck vith
thme chrome d6els ... m "... after two

ve.m raining. ay. pm Ling an a parachute.

Now ynu're flyinga -- YoU re looking
out and every thin = s- grouid is about
two inches tall ft.. . to accomplish

* I the same thing lit mgy -i MEG-Q: "Whya
doa"% you feel ..

o Ending:

aviI mat to a gerience in a way
tht makes ? feel w Ad notivates or

having feelings of ac<nq1 ishment about the
experience. Om psoms method is to take

P quickly from ain i unpleasant to

something revardo voing M and RE-D to
en hace the feeli It wmts his to have:
"T.u say to yourns-f. A- a. what did I

do nov? ... firt S t starts reading
yaw orders of nicinm to sergeant E5."

I my in the se m but less abruptly
vividly describe aU l benefite that

Ifollow soething? • baLivres is unpleasant

suhas basic tsabam. wsins Ts-CON. a.
I . C/U, presu alin. and nore: "Sure
it will be bhM, M ... develop yourself
and your Mdm D a level .** that you

pably zhought MM Amistock."

B-22
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REPORT TYPE: PCSR

I.D.: Coder 2 S(s) AC,DIF.G SEQ4 CROSS-REF PCSR (1, 2. 3, 5. 6)

B. ILUIZP lM (continued)

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR #

Overall design:

R's overall organizing framework can take
several forms, but usually it will begin

with either neutral or unpleasant experi-
ences and move P tovard positive ones with
good feelings attached.

R may use a combination of STRAT and
Specific as above, but in the order of a
visual image, followed by unpleasant feeling
to create a bit of tension, finishing with
a pleasant feeling or unspecified experi-
ence to relieve the tension: "You're looking,

around ... your stomach was tighter than a
knot ... now it's just sitting there ..."
This also includes 7ENSE changes and SUB-T.

R may also use Chains, R/S. S-CON. and HF
to take P, or even some other player.
through a sequence that sets up a later

comparison, solidifying the experience:
a ... later on in life ... comes out ... Sets
his degree ... goes to work ... position
open and he's competing ... they've got
identical creder''als but he's got prior
service ... employer's going to look at
that ..." or "If he made it through three
years ... he's going to continue whatever

a his goals are."

3) Convince P of benefits through: FP-CON,STPAT:
comparisons; sotivators/cha&llenges. !CHAINC/D.

aINTTMOYB-

iR needs to solidify or tie together the CON.PA-OUT,
experience he has created. Be say follow IS-CON.NEG-Q,
it vith a comparison with the competition hHOC,AS.OR.
(school, job, other service, etc.) or with 1CONS.C/U,
some challenge or other motivator that gets 1%M-4,/S,C-

P to carry the excitement forward with his, 1POST
or & combination of these. 7his can be the

sane as the 7P-CON, STRAT, and Chains
described above, or it can take other
forms.

Bo-23+,a
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REPORT TYPE: PCSR

I.D.: Coder 2 S(s) A.C.DFGL SEQ 4. CROSS-REF PCSR (1. 2, 3, 5. 6)

3. BLUEPRIET (continued)

ST P.O.
.) OUTCOME PROCEDURE (What to Do. When to Stop) TYPE OR it

I7

Compari.ons :

I Comparisons take several forms. R can
compare future possibilities using IFP-CON
and C/D: "...employer knows you can work

so ith other people because of service [but
doesn't know about other people competing

vith PI ... " or just a direct comparison:
"...spent the sase amount of time vorking
and in school that this other person just
spent in school ..

I may also compare other services to show
that Army competes favorably using INIT,
MO, Y-CON and other patterns: "...like
their uniforms better, I can't fight that

but ... if it's because they can offer
more skilled training *.. guarantee you a
station ... somebody's jerking your* : chain ..

Motivtion/challenges:

R may also use motivation and direct chal-
lenges at the end of his images using P.
A-OUT, S-CON and other patterns: "...you're

going to be proud ... wearing the uniform
,.. or '...going to be challenges ... and
the old attitude of 'I can't do it.' you'll
find out that will change."

To someone who comes from a high income home,,

R may use VIEG-Q, HOC. AS. OR. CONS and other
direct challenges: "...dad went through
these experiences ... You want to sponge
off his ... are you going to know how to
keep it Imoney] ... ?"

Combining comparisons with challenges/

motivators:

To compare Army tank structure to structure
of any business, R can use a bit of humor,
Cu, N-4, R/S: "... president didn't
start out there ... actor first ... "

B-24



REPORT TYPE: PCSR

I.D.: Coder 2 S(s) A.C.D.F.GH SEQ 4 CROSS-REF PCSR (1, 2, 3, 5, 6)

3. 3LUEPRINT (continued)

ST P.O.
E OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 1

may also wish to set up P ansvering no
to some obvious question about a competing
possibility that vill lead him right back

into wanting the Army using C-POST: [in
response to seeing some people who obviously
really hate their work] "...guys are
having a lot of fun at their jobs ... is
that what you 'job satisfaction' means to
you?" R may use a very subtle ending for an

mage that is actually a suggestion to join
using SCO-AM. for example at the end of an
image of landing after a parachute jump:"...and you say to yourself, 'let's do it

again." ' ' The only actual way for P to do
it again is to join the Army. This sugges-
tion is a strong but subtle motivator.

d) Agreement: R gets P to respond to the IP.S-CON.C/FS$
! experience he has presented by verbal agree-
!sent. Thi~s sets up the close.

1R essentially uses the skills of closing to
'determine the effectiveness of his presentation.

1R will use presupposition in the form of two-
'choice closes: "...which would you choose... ?"
aor S-CON in the form of a conditional close:
I"If I could take care of that. would that take
'care of it for you?"
I

aR will also use direct suggestion or commands
Iincluding S-CON: "...if you qualify - if you
I don't you'll have to take somethin else."
i

!R may also use P and C/FS to presume acceptance
Iby P: "We're going to ask you to do this for
us ... " making the process more personal as

a'well.
a3aa a

a I
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PRIMARY COOUNICATION SKILL REPORT

1. COMMUNICATION SKILL

A. ACKGROMqD INFORMATION

I.D.: Coder 2 S(s) A.D.H.I SEQ L. CROSS-REF PCSR (1, 4. 6)

OUTCOME: Close the sale. prepare P for enlistment.

CYCVZ: PROS_ RAP_ QUAL_ N&I_ FEBA CLO x B-O_ DEP_ F-UP_ M/A_ OTH

LOCATION: STA x H.S.- CLG_ ROM. FOOD_ STtT_ 11L__ CIV NEPS_ ZAS 0TH

CONTACT: FACE x TELrE LTR_ SPCH_ RPI_ OTH

PLAYR: PROS xz PENT_ IEP_ NLST_ CIV-LDR ESCG_ MPGC_ FRND_ REF__ OTH

D. oVERVUZr

RECRUITER

ADVANTAGE: I - R will know when P is ready for close and how to test for it.

2 - R will be able to motivate P and control the pace of the closing.

3 - R will have several ways of asking for the close.

4 - R will be able to adequately prepare P for enlisement to prevent buyers

remorse or Qg.

SALES SKILL

DESCRIPTION: I - R tests for close and determines P's readiness to agree.

2 - R controls the pace of closing.

3 - R asks for the close by one of the following: 1) direct question,

statement, or presumed close, 2) two-choice close, 3) conditional close.

4 - R prepares P for MEPS site, and continue& contact through basic

training.

II. COMMIUNICATION PATTERN

A. PATflRN
ICSCRIPTION: I - R vill test P in several vays to find out if he is ready to agree,

primarily getting hism to agree to something small first, and gradually

buildina up to agreeing to ioin.

2 - R uses a number of motivators to speed P through the decision making

process if feasible. If necessary, R may slow the process dovn to give P

time to think about his decision, or to give R time to give more inforuation

or teach P about decision making.
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REPORT TYPE: PCSR
I.D.: Coder 2 S(s) A,D,H,I SEQ 5 CROSS-REF PCSR (1, 4, 6)

BLOCK
DESCRIPTION CONTINUATION

PATTER.N

DESCRIPTION: 3 - R uses one of several methods of asking for the close: 1) direct

question or statement, or presumed close, 2) two-choice close, 3) con-

ditional close.

4 - R prepares P for going to HEPS by describing the processing cycle

thoroughly, in a way that relaxes and assures P. He also prepares his

for the possibility of not getting exactly what he wants. finally, he

prepares him for staying in contact, after he leaves for basic training.

B-27



5. BLUEPRINT

ST P.O.
OUTCOM2 PROCEDURE (What to Do, When to Stop) TYPE OR

I To test for close and IR can use either indirect or direct methods 'P,UV,TENSE,
determine P's Ito test for the readiness of P to join. !C-POSTNG-
readiness to agree. Q,FP-CON

!Indirect:

1 1) R may simply use a lot of "we" statements.
lassuming P is already part of the Army.
'This presupposing of agreement viii elicit
some response from P of either greater comfort.
relaxation, and increased rapport if he is
!ready. or less of these if he is not. R
asimply needs to read the obvious verbal and
!non-verbal signs.

2) One way of testing is for R to describe
!the processing and enlistment cycle to find
out how P responds. He viii FP-CON taking P

!into future benefits just as in FEBA, using
lUV's, NEG-Q and C-POST to make it easy for P
Ito respond with a yes, but difficult to say!no: lif we can do all that] "...vouldn't

Ithink of a reason not to join?"

!Direct:

' 3) If R is still not sure, he can skip to

istep 3 and trial close. He'll either get a
yes or P will give him more signals about what

Ito do. (see Step No. 3)

2 -R controls the pace R essentially has a choice of several forms
'of closing. !of motivators to choose from to either get P

Ito decide fairly quickly, or to take more
!time. These include a) pointing out the
limits of opportunities, b) directly telling P
lnot to wait, supported by realistic factors,

c) helping P with the actual decision making
aprocess itself. I say also alter P's percep-
:tion of time fromes. lie viii speed things up
if he feels this viii help. Be may also slow

'things down if P is the kind of person who
,needs time for decisions, or if he respondsSnegatively to bei rushed.
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REPORT TYPE: PCSR

I.D.: Coder 2 S) A,D.H.I SEQ 5 CROSS-REF PCSR (1. 4, 6)

B. BLUIPRIUT (contzinmed)

ST P.O.
9 OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 9

T I
a aMlotivators:

a) R will often point out to P, in one of !C/D,W'.R/S.
Iseveral ways, that his current opportunities 'CE
amay not last long. and if he waits he could
Imiss his chance to get what he wants. Using
IC/D, MF and RS: "...vi.ndows of opportunity ...

got to remember with our constraints ...
Isomebody might have just canceled ... ' or using
aCE (implied): "...longer you wait, the less
Ithe jobs are

, b) This ties in closely with simply telling lC/D,C/U,R/S2
IP the realities of the situation he is in. and IM-4,CONS
!how he should proceed. For example, a P will
!often want to test before making a conitzent,

!to see how he does and relieve himself of some
of the responsibility for staking up his mind.

R can counter this using C/D and R/S:

"...costs the tax payers about a hundred
!dollars just to give you the test ... a
hundred dollars of my taxes."

aR can also use other direct methods with R/S,
IM-4. C/U: "...don't you think mon and dad are
!going to break your plate eventually ... ?"
Ior "...are you going [to procratinate] for
athe rest of your life?"
a

I'R ay, in the same sense, point out specifics
!about waiting using CONS: "The day you
:graduate high school ... go into a totally
',Ifferent category for s ... a

aHe can also relate directly back to benefits,
Ias in FEBA, still using hard reality (R/S):

a, *.we re talking dinero here buddy ... a

c) R can also help by pointing out the 1C-POST,P. a

Idecision process itself. and its iportance IR/S
busing C-POST, presupposition, and RIS: "Are
!you the type ... make a decision and stick with
lit" or "You've put thought into this

!Army puts a lot of money into this ... a
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Z. BLUEPRINT (continued)

ST P.O.
0 OUTCOME PROCEDURE (What to Do. lhen to Stop) TYPE OR P

a i
r 2) R can control P's sense of time frame

!by a) defining the time frame for him.
1b) speeding it up, or c) slowing it down.

a) R can tell P. directly. that the time to 1MO (possi-

join is now, using presupposition and MO jbility, ne-
(necessity): "You've had enough time ..." or !cessity).

"We have to do it now, you gotta go noW ... " S-CONC-POST,
Less directly he can also use presupposition
and MO (possibility) with S-CON in the form
'of a C-POST: "If I give you a week to think
it over will you join?" This creates the
illusion of choice.

b) R can speed things up using C-POST, !S-CON,
IS-CON, presupposition. SUB-T, and C/FS: "hat's'C-POST,P,
I'the difference between 60 days and 30 days ... C/FSSU!J-T

:Are you ready to go on the 16th of April if
that comes up? Well, okay. John, vhat if it

'came up for the 16th of June?" or "Why don't
we take the test Wednesday. and join Friday."
or "When you go down there then after you
graduate, you'll be leaving within a couple days
'or a couple weeks or a couple months."

c) R may also decide to slow things down :PF.P.SUB-T
a bit to allow P to make a careful decision, if
'he thinks that is called for using C/D: "I
can see you're an individual ... don't expect

you to jump on the bandwagon ... " This give
P & little relief and shows respect for his
decision making ability, enhancing rapport.

R may also give the illusion of slowing down,
Iwhile actually leading P further through the
1process, if he thinks it will help, using
Ipresupposition, PF, and SUB-T: While you think
!about it, let's take the next step."
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B. BLUEPRINT (continued)

ST P.O.
O OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 0

3 iR asks "or, and Sets. 1l) R directly asks P to join. makes & stateme:,t 1P
'the close. $telling his to, or makes a statement presuming

!he already has. In the latter case he is using
1presupposition and can do so in several ways:
I"I'll have your paperwork ready ..." or "...

that's good enough for me ..." or "welcome
aboard." or "Here's what we're going to do."

12) A tvo-choice close also rests on presupposi- IF
ition. It creates the illusion of choice where,
in fact, there is none about whether to join.
'only about when: "...when would you like to
take the test, today or tomorrow?" A variation

:is available in simply removing the specificity
'of time: "When you gonna join?"

3) A conditional close is one in which some 1S-CON.NFG-Q,
!pre-conditions are set up that, if et, will IC-POST

!solidify the close. It is sometimes referred

to as "If I could ... would you ...?" It is a
Isizple S-CON statement such as: "...if we can
:do all this for you. would you join?" R would
aobviously use this to close only if he knew
he could meet the conditions. As a variation,
'it can be stated in the negative as KEG-Q/
aC-POST: "Can you think of a reason why you
!wouldn't ... [if we could] ... "

4 :To prepare P for MEPS I) R uses FP-CON and the other techniques of See PCSR 4
'site, and continued FEBA to prepare P for NEPS. His main goals
contact through basic are: a) to make sure P understands the pro-
training. icessing cycle, b) to insure that P will be

icomforable and open with the HEPS counselor,
Ic) to get P to be open minded about job
availability, but not to accept anything he
!won't be satisfied with. R constantly rein-
!forces P's good decision and relates it back
!to his goals using all the techniques of
creating full and complete images he used in
SFEBA. (see PCSR 4 - FEBA).
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3. BLUEPRIIFT (continued)

ST P.O0.
0 OUTCOM1E ?ROCEDURE (What to Do, When to Stop) TYPE OR 4J
-' r

2) 8o8 bckto ?re-Q techniques of qualifying'See PCSR 3
P to make sure he hasn't forgotten amything
Ithat might jeopardies his chances of getting
wvhat he vants in a job, or of his enlistment.
I(See ?CSR 3 -- N&l. Pre-Q)

13) 1 uses V'P-CONl and other motivating tech- FYP-CON
J_- niques to get P to rant to stay in contact

a lafter he enlists. He may give hims self-
* Iaddressed stamped envelopes to write R back
a Ivith, or some orther incentive.

a I a
a a a
a a a
a a a
a a a
* a a
a a
A a a

a a a

a aB-3a
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1. COMMUNICATION SKILL

A. ZACKMNGIUD I FI RI ATION

I.D.: Coder 2 S(s) A,DE,F,G,I SEQ 6 CROSS-REF PCSR (1, 2. 3. 4, 5)
OUTCOME: Be able to handle objections to maintain rapport with P and get him to want to

CYCLE: PROS_ RAP_ QUAL. N&I PEBA__ CLO_ 1-Ox DEP F-UP__ M/.,_ OTH

LOCATION: STA x U.S.- CLG__ ROM x FOOD__ STRT_ HAL_ CIV. NIPS-_ 1AS OTH-

CONTACT: FACE x TILE x LTR_ SPCH_ RPI_ OT1

PL£AIR: PROS x PRINT x DEP NLST_ CIV-LDR_ HSCG_ MPGC_ FRND x REF_ OTH x

3. OVZRV=r

RECRYUITER
ADVAXTA : 1 - R will be able to understand and classify P's objections(s) into one or

more of seven categories.

2 - R will be able to decide which of nine basic approaches will best handle

P's objection(s).

3 - R will be able to use any of the nine basic approaches to handle P's

objection(s).

4 - R will be able to test P to determine how well the objection(s) were

handled.

SALES SKILL

DESCRIPTION: 1 - R clarifies the objection and decides which category it falls into.

2 - R decides, based on the category the objection falls into, and how P

has been responding to , which approach to take.

3 - R delivers the chosen approach effectively, so that the objection is

either diminished or eliminated entirely.

4 - R tests P to determine if the objection was effectively handled.

I1. COMMUNICATION PATTERi

A. PATIEU

DESCRIFION: I - R clarifies P's objection as much as necessary, also iving himself

time to think if he needs it. R. then classifies the objection into a

suitable category that will help him know how important this is to P and

bow best to approach him.

2 - R then decides which approach to take based on his rapport with P and

how strong and what kind of an objection P has.



REPORT TYPE: PCSR
I.D.: Coder 2 S(s) ADEF.G.I sEQ 6 CROSS-REF PCSR (1, 2. 3. 4. 5)

BLOCK
DESCRIPTION CONTINUATION

OUTCOME: join the Army.

PATTERN

DESCRIPTION: 3 - R then uses one or more of the approaches, getting as such feedback

As possible from P, until be thinks the objection(s) has been handled

enough to satisfy P so that R can again try to close. This say involve

going all the way back to the rapport step in the sales cycle and be-

sinning again from that point, going a&ain through N&I, FEBA, and back

to closing.

. - R goes back to closing as a test to sake sure the objection was

handled adequately. He either gets the close, or he gets another

I objection and begins the cycle again.
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S. BLUEPRINT

ST P.O.
. OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR (J1 a

I lTo understand the First R must understand, and if necessary !No specific
'objection and decide clarify the meaning of, the objection. Some- !patterns
!which category it times taking a few moments to do this will give lidentified.
'falls into. !the recruiter time to think of which category

!the objection falls into, and which approach
Ito take in handling it.

*'Objections take a number of forms. but they can

a'be broken down into useful categories. R
Idetermines which category, or categories, of
!the following, P's objection falls into:

I aII

a) FEAR: It can be assumed that ALL P's
have some of this, and that it may have to be
handled by R at some point. R should be ready

lto handle fear at all times, and look for it,
if it is not apparent.

b) Competing goals and needs: P may be

'planning on going straight to college. He may
have special family needs, a wife, dependents.
etc. These are legitimate and must be respected

land addressed.

| c) Direct competition: This can come from
jobs, other branches of service, or elsewhere.
I his is where a recruiter needs to be a highly

a 'skilled sales professional.

1 d) Objections of other significant people:
P's parents, girl friend, fiance, brothers or

:sisters, friends or anyone else close to P can
be real and formidable obstacles to enlistment.
!They say even be direct competition, e.g.
Smembers of another branch of service. It must
!be assumed that R is a better salesman than P,

* 5o it will often be R's job to handle these
'other people's objections with the same skill

las be would P's objections. He should always
a !offer to talk directly with these other people,

aand respect P's wishes in this regard. P may
aask him for advice, help, or to let P handle it.1
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3. BLUEPRINT (camtiimed)

ST P.O.
* OUTCOME PROCEDURE (What to Do. Whon t Stop) TYPE OR f

e) Threatened rapport or trast: i may have
!forgotten or been mclear about asting.
!Perhaps P has directly challengd Vs honesty
'or integrity. P may have beard mmet.hing
negative about R, the Army, or ame ipect of
the service. 7hese, again, are legitimate

'objections that deserve to be reqensd and
!handled with care and honesty. 3tuprt must
!be preserved at all times.

f) Special or emotional objectiw: P, or

!those close to him, may have special personal,
!emotional, or even religious grasois for ob-
ajection to service. P, or these oith s, may
have direct knovledge about specific problems
'in the Army. e.g. drugs, bomosaizy, or
labuses of some sort. These can be l-fficult to

'deal with and require care ant &&4k level of
rapport .

I) Utterly ridiculous objectiw: P may
have some silly objection to serum, such as

Ithe haircut, color of the uniform. etc. These
usually mask some other underly% objection
!that is more serious. he ridicalin objection

!can be taken lightly, but the umzelying one
!cannot. R should try to fin o nz a it is
land handle it appIopitely.

2 !To decide, based on hMost recruiters, and indeed most salesmen, !No specific
!the category the !agree that objections usually so= that the !patterns

:objection falls into, 1prospect simply needs sore iufoaion. This identified.
lbov P has been respo-lis a good way for recruiters, a all salesman,
,ding to R. which Ito frame their thWIn in that it lessens
'approach to take. Itheir ova fears an anxieties about rejection.

I Iit allws then to be persistent, Wh helps them
Istay focused on neting the prupet's needs
aand interests, and At keeps then aking for
the close. he problem with this idea, however,
is that it is sometimes simply unt true, Even

ithe nIA step in the sales cycle A a great
I deal more than just presenting Wafnrnatimn.
IWhen handling objections, many tocniiques are

aoften needed to get the prospect thinking
Idifferently about his position in regard to
'buyin.3 When this is the case, more information
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I.D.: Coder 2 S(s) AD,E.F.G,I SEQ 6 CROSS-REF PCSR (1, 2, 3. 4. 5)

D. BLUzPnz)rr (continued)

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR,#

Icertainly needs to be given, but a great deal
!else may be needed as well. Knowing which

information, and how to give it, is just as
limportant as knoving that more is needed. R
Imay need to back up all the way to the rapport a

!step of the sales cycle and being from that

!point aSain, gathering more information on
lN&I. going through FERA, and into the close,
!depending on P's responses. 7his will quite

:often take the form of a chain in which R
slowly moves P through a series of better and
better feelings about the Army until he is
!ready for the close. This overall view should
'be kept in mind while learning the individual

lapproaches discussed below.

1R can use any of the following individual
!approaches, or any logical combination, to

handle objections (each of these is thoroughly 1
discussed in Step 03 below). Once he has

!completed Step #1. he needs to decide which
bof these to use:

I a a
a I

a) Handle objections by simply giving more
1information that will either nullify then or
'explain why they aren't applicable.

b) Relieve tension, make P more comfortable.
and reduce the strength of the objections(s)
while main~taining rapport.

c) Handle the objection(s) by moving P into
Ithe future.

d) Motivate P in order to overcome the
I objection(s).

I e) overcome the objection(p) by challenging
them directly.

I f) Maintain rapport and clarify the inten-
ltions of all concerned in the face of the
a objection(s).

I I

I g) Redirect or change the meaning of the
objection(s).
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3. BLUEpLINT (continued)

ST P.O.
# OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR f/

a b) Negate the truth or the value of the
:objection(s).

*

|i) Raise the level of analysis of the
!discussion so that the objection(s) no longer

a, seems important.I

3-ITo deliver the chosen Ii will use one. or some combination of the
Japproach effectively. approaches below.
ao that the objection

is either diminished 1. To handle an objection by simply giving 'Various
'or eliainated more information that will either nullify it :patterns of
entirely. :or explain why it isn't applicable. FEBA.

IR can counter objections by giving more infor-

amation. just as in ES. with C-EX and R/S
!strategies when R feels something has not been
aadequately covered. or if P really only needs

straight. or more complete, specific informs-
tion. Essentially this involves R going back

Ito the FEBA step of the sales cycle and all of
!the patterns appropriate at that level apply

There as well (see PCSR 4). It often helps to
use the techniques of 2 and 6 below to bridge

'backward to FEBA.

2. To relieve tension, make P more comfor-
table, and reduce the strength of an objection

awhile maintaining rapport.

IR will use softeners. These will. in general,

!make P more comfortable, or more comfortable
labout whatever he has objected to. They take
atwo basic forms: a) R can use one of several

aforms of comparison; b) R can be artfully
'vague, i.e. less than definitive to keep op-
itions open and force P to fill in his own
adetails, useful when presenting broad possi-
bilities. (See also 7 below on redirecting,
as those patterns are generally softeners as
Iwell .)
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Z. BLUEPRINT (continued)

ST P.O.

# OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR /

a) There are four differeut means of ICEQ,1-4,
setting up comparisons: R-D,CR1aI

(1) R can use ZQ, which is a direct
comparison form. e.g. "The Army has very
large education centers with education
counselors much like your high school
counselors, okay. who will help you in
setting up a program ... "

(2) R can use RE-D, to redefine one
thing as like or the same as another,
e.g. "Basic is to help you, not break

you," or "We aren't looking only for
people who want to go in for a period of
twenty years ... not our purpose ... Our
purpose it to try to open doors ... "

(3) R can use 14-4 in a variety of ways.!
For example he can set up comparing the
Army to a major corporation and compare
problems and benefits. Be can do the

same by comparing the Army to college or
any other major institution that may have

similar benefits or problems. The
comparison itself gets P to think of the
Army in more familiar terms, thus soften-
ing its imediate impact.

R can use 14-4 to handle direct competi-
tion from other services by setting up

another comparison that leads to the
decision R wants: "...well let's say E$

Chevrolet had a Trans-Am they want six-

teen thousand dollars for it. It had no
options on it whatsoever. At G$. another
car lot, had the same Trans-An that was

completely loaded and still wanted only
sixteen thousand dollars for it, which

particular car would you buy?"

R can &lso use 14-4 to set up a comparison

0 that soewone else close to P who ob-
jects to P joining. in this example P's

fiance, can have an objection addressed:
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Z. BLUEPRINT (coutinued)

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 11

-losa job down in Texas where a corpora-
tion in Texas calls hi. and tells his
they have a job for his for a period of
one year where he can sake about $75,000

a year. Are you going to stop his from
going, or are you going to let him go?"

(4) R can also use CDI to sake direct

comparisons, for example in a case in
which a friend of P has had problems inthe Army: "Are you the same as Johnny?"

b) There are five major ways of being KO,APV.UV,

artfully vague: ' N.SD.MEG-
com

(1) R can use NO of possibility to
suggest a possible objection that P has
not yet stated, in a gentle and non-
threatening way. This is especially use-
ful in the many instances in which R

thinks P sight be afraid, but hasn't said
0so: "Maybe a little afraid ... "

R can also use MO of necessity to point
out real needs of P in some situations.
especially if P thinks he can avoid some
things if he doesn't join the Army:

...corses you'll have to take anyway,

you can take while you're in ... "

(2) R can use APV to switch from
active to passive, less specific voice a

to show P that he has a role in what
happens, that he is not just the recipi-

ent of other people's actions (using a
bit of humor to help): "You have to pass
a test, you have to Pass the physical.

You'll sit down with a career counselor,
okay ... dressed just like myself, same
type of uniform, same type badge,
probably not quite as good looking as

I as. but [APV shift) he's going to ask
you exactly what you want to do. how long
you want to do it for.
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Z. BLUEPRINT (continued)

ST P.O.
U OUTCOME PROCEDURE (What to Do. When to Stop) TYPE OR 0

R can also so passive voice to lessen
the apparent strength of an objection:
"Unless you come from a very rich family
or you do have a lot of scholarships
available, okay, you could end up behind
your peers because you're having to get

student loans *. e

(3) R can use UV and/or N along with

being generally vague to leave out
specifics and let P fill in his own de-

tails: "Army right nov is very pro-
education ... afford you every oppor-
tunity ... given a blank check on that.
You can take as much college or as little

you want while you're in ... you've

gotten education while you were in,
you've kept up with your peers at little
or no cost ... "

(4) R can use SD to leave out certain
things P may find objectionable. Also
to allow P to fill in his or her own

solutions to problems they have objected
to: "But, are you grown up enough, or
are you intelligent enough to recognize

it when you see it out there? And if
you see it, avoid it."

(5) R can also use negatives, as in
HEG-COM to soften the apparent reality
of the objection: "I don't want tc say

it is not that way," or "I can't tell
you it's not there ... but we're like
anybody else, we do the best we can once
we find out ... So. no, it is not a major

problem you have to worry about."

3. To handle objections by mioving P into the
'future.

aiR can use Future pacing just as i, nu. a
'can take P: a) to future accomplishments and
!good feelings, therefore getting him to want
!to join; b) to a negative future that would be

Ithe result of not joining, therefore getting
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B. ILUEPRINT (continued)

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 4

#him to be frightened of'not joining; or c) to a
!possible objection that P may have, but has
!not yet stated, allowing R to both anticipate
and handle it before it becomes a problem.

a) R can take P to a positive future, !FP-CON,
within an FP-CON frame, in a number of ways "]A-OUT,MR.

including these five: 1AS.SPECIFIC,1
STRAT, ORD-#,

(1) R can use A-OUT to accept the CD
objection and show how it isn't a problem,
for example in showing P how his girl
friend doesn't have to be an obstacle to
enlistment: "...that's fine partner,
because we're going to help you, okay,
to take care of her later on ... "

R can use A-OUT along with P and MR for

a powerful effect on P. for example

taking him to the tine when he graduates
from basic and his parents are looking
on: "...they're going to be touched as
you stand there in that room ... you can
be proud that you made the right
decision..."

(2) R can use AS. for example to set
up a "what if" scenario, with a little
humor to make it even more effective:
"Hey, that's fine partner. You know,
there's a lot of what ifs that could fall

into that. Okay, let me ask you this,
what if you did join the program and
something else better did come up and

what if I let you out of the program.

And would you join then?"

(3) R can use SPECIFIC and STRAT to
add realism to bin future pacing in a
limitless number of ways: "you can look
forward to meeting many more ... "

(4) R can use simple presupposition
to set up more elaborate future pacing:
"When you to down to enlist ... "
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B. ILUEPRIWT (continued)

ST P.O.
OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR 41

(5) R can use ORD-I and C/D to specif-
ically describe future events or proce-
dures to P: "...number one I can test
and make sure that you're qualified for

the prograns, I can tell you about ... I
can get your application paperwork ready.
and I can schedule you to go down and
process for enlistment." This can also a
be used to strengthen R' description of

what P should do: "First step in the
right direction ..."

b) To take P to a negative future. R can FP-CON.P.
use a combination of presupposition. S-CON, IS-CON,R/S.
R/S. CEQ. and CONS, making P feel that he CEQ,CONS
should join to avoid certain consequences: a

"...hey. if you're not prepared to do that,
you're not ready for the service ... you've
got to try the best that you can. If you
don't try, then for the rest of your life
you're going to regret it. You're going to

say. why did I give up?"

c) R can use presupposition, within FP- :FP-CON,P

CON, to prepare P for future problems that
could arise: "...there's a lot of guys out
there that's probably going to be up and
down your back for joining *.."

4. Motivate P in order to overcome objec- :AS,M-4.
itions. !A-OUT.MO,

I M-D

IR may motivate, or direct P in some circum- (others:
stances, such as procrastination as in closing see PCSR 5)
(see PCSR 5, Closing). R can do this in a
!number of ways. and combining a number of
!patterns. For example. using a combination of
aAS, M-4. A-OUT: "... partner, you know pro-
crastination is human nature. Everybody does

'it and we always put it off ... I'll go wash
Jay truck next week ... next week never gets
!here." Or, using a combination of MO and RE-D:
a"...what you really need to do is sit down and

'make a decision."
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Z. BLUEPLINT (continued)

ST P.O.
OUTCOI'E PROCEDURE (What to Do, When to Stop) TYPE OR P/

5. Overcome objections by challenging them
WLrectly.

R can use direct challenges to overc6me objec- 1

ations. in one of tw ways: a) a hard and
direct manner; or b) in a soft and more subtle
Sway. Either can be used with P or with someone
!else close to P who presents R with an objec-
ation.

a) R can use strong, hard challenges in :CRI, ,CEQ,
one of several ways. IS-CON

a1) R can use CRI to get P to make a
decision: "...are you going to let her
make the decision? If so, then we need

to talk to her, we don't need to talk
to you right now."

(2) R can use presupposition, for
example to express disbelief at the
objection: "Now you're really not ...
serious about this. You're not jerking

my chain are you?" R can also use this
to directly challenge P's abilities and
readiness for military service: "...well
good luck to you. When you grow up a
little bit more, come in and see me."
Eit.h'- can be used to set up future facts
or benefits R may want to present.

(3) R can use a combination of pre-
supposition and S-CON to challenge P's
abilities, motivating him to take the
challenge and Vant to join: "...listen
guy, I got girls that can go through

baic training and they made it."

b) R can use more subtle challenges in ICQ,S-CON,
one of several ways.

Isofteners
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B. ILUEPRINT (continued)

ST P.O.
# OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR #

(1) R can use a coubination of C.Q

and S-CON to overcome the objection of
P's girl friend to.P leaving: "...if
you're not willing to wait ... marriage

wouldn't have worked anyhow. Also with
P: "if your goal ... and you don't have
the money ... then the Army can help."

(2) R can always set up a M-4. with
which the above can also be combined with
softeners, as in 2, above, in handling
the objection of P's girl friend: "...a
job down in Texas where a corporation in
Tex"s calls his and tells hi they have

a job for him for a period of one year
where he can make about $75,000 a year.
Are you going to stop him from going, or

a are you going to let him go?...If you
a are not willing to wait ... marriage

*couldn't have worked out in the first
~place ."

a a 6. Maintain rapport and clarify the inten-
ations of all concerned in the face of objec-
ations whenever necessary.

1R can &top the direction of the discussion, and
!back up to se prior point. This can be:

S!a) a re-setting of the entire frame of the dia-
'cussion, whenever necessary, to maintain or

strengthen rapport; b) a clarification of the a

!intentions of P; ) a clarification or explana-

a Iion of the intentions of R; or d) a clarifica-
a tItion of the intentions or purpose of come
a laspect of the Army itself.

, a) To maintain or re-establish rapport, IPF,P,IM
a R can se presupposition and Ml, within the I
a pace frme: "Mat is there to think about. I
a partner ... is there eomething that I didn't I

aser?" or "... Veil hey partner, look, I
' evidently there's something else, okay, that a

w a e haven't bit on yet. Wat is it?" a

, I B 4
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3. B PUEPRIWT (continued)

ST P.O.
# OUTCOME PROCEDURE ,(What to Do, W7hen to Stop) TYPE OR

Sometimes it may be to l's advantage to
stop, apologize, back up, and recapitulate
vhat has been discussed to re-establish

I rapport in response to P pointing out some
need R has missed: "Oh, yeah, didn't I
mention that? I'm sorry, we got carried
away, we were talking about your training,
we vere talkin about your travel, you know,

and you being able to support your family,
okay. Well yes, we do have the Army college
funda..."

b) To clarify P's intent, when R hears an 1I.MO,P
objection, R can use IN. MO and presupposi-
tion: "...are you planning on maybe getting
married to this girl later on, okay?" or
"What is it that you're looking for the
Army to do?"

c) For R to clarify his own intent. an IIN,CEQ.P,
hearing an objection from P. he can use a ,R-D

coubination of IN and Q: "I'd rather be
honest vith you and have you walk out of
here, okay, than lie to you and have you
come in. R could also use a combination of
presupposition and RE-D: "Some people say
an Army recruiter is the biggest liar in the
world ... only here to help you ... I can't
put you in the Army. I can help you at in

the Army." These, obviously, are especially
, useful when R's intentions, or integrity,

have been directly challenged.

d) Sometimes it is useful for R to explainNIN.RE-D
a a the purpose or intention of some apect of
Sthe Army. in response to an objection using

I E-D and IN: "Basic training is meant to
help you ... not break you."

7. To redirect or change tha at =in& of

I an objection.
I
It can redirect or change the maning of the

' !objection. R can change the meaning of P's
Sjobjection to that it really scant something
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ST P.O.

# OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR #
-I i

Iore in line vith joining the Army than pro-
[venti it. The three primary sethods for I
'doing this are: a)reversals; b) redefinitions;
land c) alternative outcomes. 7hose can also be
leffectively used in combination (d). (See
1PCSR 4 for more uses of these patterns. 

a) R can set up reversals in several vays.IC-LINK.P.
He can use a combination of C-LINK, LP, and ILP,RIN
presupposition: "It's a good thing, though,
to be a little hesitant like that. because
you're going to make sure that you Set
everything that you're looking for."

i can also use a reversal, for example, in
handling an objection of not wanting to
leave home, to show that parents' love can
be the reason to join, rather than the reason
not to. R may use a combination of MR. IN.
and presupposition: "...truly your mother a

and father love you ... you lave theu ...
protecting your parents by serving your
country." 1

b) R can use i-D in an almost limitless RE-D'
umber of ways: "I's not manipulating you,
I's just giving you choices," or "You're
not leaving home so such as doing something
vitally important for your country," or
"You're not leaving your parents, you're
protecting then by serving your country."

c c) R can set up alternative outcomes in a !A-OUT.P
variety of ways using A-OUT and presupposi- I

, tion, for exmple: "Now when would you like
, to sake your parents proud, vould tomorrow a

be too early?"

6) lest of all, I cam use all of the lil/S,A-OUT,
above in coubLnation, adding in more pat- IC-POSTCEQ,
terms. Using 1/g, A-OUT, C-POST, Q, I3-DHO.P.

I RE-D, VO, and presupposition: "...you ant IJNft,IN.MLRE,
a to call that manipulation going into the IWV.AWV.C"
a Army? Fine. You get manipulated every day ILINK,UQ,LP,

I of your life. Now? Vll., teacher manipu- jG-CH
t___-late$ you ...- parents smaniulate you ... if
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ST P.O.
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* I you go down to the store and you vant to buy
something and talk to the salesman, he's
going to manipulate you ... so is it really
manipulating or is it more or loe giving
you information and letting you make up your
sind."1

R can also set up a H-4, comparing P to
himself, using M. IN. AWARE, and presup-
position: "...truly your mother and father
love you ... you love then ... couldn't have
made it vhere I am right nov if my parents

a wouldn't have cared *., they are very happy
people ... (yours] are very happy people.
too ... going to be doing something vitally
important ... protecting your parents by
serving your country ... they know that
you're doing something vitally inportant..."

R can also use UV. AF, UQ, C-LIII, LP, MEG-
COM, C-POST, and presupposition to redirect
an objection using all of the above in con-
bination: "Are you a little scared? If
you are, hey, that's normal, partner. Every-!
body's a little bit scared but it's .good.
too, because it's going to make you a littlecautious, make sue that you get everything

that the Army has to offer you, available to
you in vriting before you enlist. So don't
be afraid to admit that you are scared."

8. To negate the truth or the value of
11an objection.

I, can directly negate either the truth or the
Ivalue of the objection P has offered by one

aof etw methods: a) TD-Ct C-11 or a combaa-
Ition of the two to directly negate or over-
wvhelm the objection; or b) Di to block P into
Ie tight framework of thought, forcing his to
I realise that he has no real choice about theSobjection. at least in the way be has presentedB a-y

a a ~~ita a

I
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ST P.O.
f OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR E

a a) R can use both C-EX and YB-CON, in a 1C-EX,YB-CON,
direct challenge: "We got drug problems, IHF,SDN,
but I'll bet you. I'll take you up to the SCO-A.P
college campus and I'll ahoy you more drug
problems than I viii in the military," or
"...if you're working with any major cor-
poration. right. nov they follow certain

a dress codes. You know, if you're working
with IBM or Xerox, you're not going to go to
work vith earrings in your ears and hair all
down your back, you know."

Rt can also combine YB-CON. WF. SD. N. SCO-AM
and presupposition to negate the objection
from the start, suggesting through presup-
position that P actually wants R to do so:
"I realize you don't want to leave home, but
I want to tell you about something that's
really going to help you out."

b) R can set up double binds uscn o a on- !FP-CON.

bination of FP-CON. S-CON. DBF and presup !S-CON.DBF.P.:
position to create a safer environment for IYB-CON,
P to think about what is being offered: TENSE.AFV.
"...you'll maintain your friendship through- C-LINK
out the time ... If not, okay, you pick up
another friend ... "

R can also combine FP-CON. DIF. YB-CON.
TENSE. AaV, and C-LIN in an interesting
way: "So. you missed a semester of being
on campus, but you've gained a semester of
college credits and when you enroll, you're

Snow a first semester freshman..."

9. Raise the level of analysis of the
SIdiscussion so that an objection no longer seems
Sa limpor tant.

II can raise the level of analysis of the dim-
a Icussion to a higher level ming C/U or WC:

mto ake the objection seem unimportant when
w€Omplred with higher or wider issues (see also

12. above. Comparisons); or b) to show that the
Jobjection applies as equally throughout a
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ST P.O.
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I I
Ivider range of people, or even society &I a
Iwhole. as it does to the Army - again diminish-
I ing its importance. I
II
I a) R can use 'e OC aIons vith R/S and JVOC.R/S.

C/I4S very directly: "...isn't a little bit IC/FS.C/U.
of your vanity. okay, worth the 825,000 ICONS.%N.AS.
you're going to get for your education?" IUjZ-D.C-POST.I

II IP
Rcan use a combination of HOC, C/U and CONS
to hndle the objection of a mother to her

a son's enlisment: "... if all mothers felt
the way you do, you wouldn't be experiencing
your freedom nov ...

a To further overcome the objections of this
same mother, R can combine other pattern s

wia h the above. and point out that people I
a who enlist allow the opportunities for others!

to go to school, pursue their goals, etc. I
I using IN. W/. AS. C/7S. 1-D, C-POST, and

apresupposition: ...if all ... felt that
ray, you wouldn't be experiencing your free-

, don ... what they're doing is ... alloy your
a a son the OppOrtunity to at least get his high
* a school dLploma ... vhat you should think
Sabout is allovig the next person coning

along to get their education, or is he too
, good to alow somebody that opportunity? ...

, your country runs on the backbone of sons
Sjust 1like yours."I

II
b) I can point out that P's objection IC-POST,

applies equally to others sing C-POST, IAWAi.t/S. I
I AAZ, S/, C/PS. 1Y, UNS. SUP-T and IC/!spy.

presupposition: "Do you know all the I ZNSE,SIA-T.
people that will be there? ... There's a 1P.C/U.C/D.
lot of people oing to be La the *me situa- IUY.T-LINt
tion out there, okay. Ques what, they're I
all going to be a little eawede too. I
1ou've already got omething in eoemon." I
Ihis is part of a wider method of setting up
fantasies effectively (ee 1MR 4).
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X. 5LUPRIIT (continued)

ST P.O.

# OUTCOME ?ROCEURE (What to Do. When to Stop) TYPE OR #

R can also use C/U C/D. C/FS, NF. T-LINK.
and presupposition to point out that the

other major institutions have the sase or

sisiler problems " the Army: "I don't care

if it's fize department. police department.
Army Beaerve someo people sneak in and Set
through and ten they become known once they
are out ... 2here are these elements in the
Army. in the Navy. Air Force. Marine, at
IBM, at the school you go to. It's

everywbere."

R can also use this same method on a smaller
scale using C/FS, C/U, C/D. 1/S. for exmople

a in relieving the fears of a women about her
ability to complete basic training: "the

* programn is geared for the females. You are
, not in competition vith the ales in basic
! t a n .. "

* : ~training.. a

4 To test P to detera' e simply moves back into closing to Set a IzVeious

if the objection was response frou W. Be will either get agreeuent. ipatterns of

effectively handled. lor another objection. Closing
4(see PCSR 5):

D 5
a a

a
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a
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a
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